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2. Module Description

Grievance management module is one-stop platform for citizens to seek redressal of their grievances. The

grievances can be filed under appropriate category. Once grievance has been submitted, a tracking

number will be generated. Citizens can track the status of the grievance with the help of the tracking

number. The grievance will be addressed by the competent authority within defined working days.

Citizens can provide feedback for the quality of resolution of grievance through a "Satisfied" /

"Dissatisfied" option

Grievance Module will have following functionalities;

3.

Facility for citizens to file grievance applications including municipal grievances online as well as
mobile app

System generated unique registration number for the grievance application

Facility for citizens to track the status of their grievance request or feedback

SMS and Email alert to citizen at various stages of the life cycle of grievance application request
Facility to register and upload the grievance request received physically by the concern authority
Facility to forward the grievance application to respective section to grievance redressal

Facility to forward the received information from ANVP section to the applicant

Alerts on pending grievance application requests to concern authority

Monitoring of grievance requests/feedback by concern authority

System maintains the history of all the actions chronologically in the life cycle of a grievance
Request and feedback

System Navigation

To open the “Smart City Application” user has to follow below mentioned steps:

Click on icon of internet browser
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Enter the Smart City Application URL and then click enter button

C B atalnagar.com

HioApps W Kerale To G znimated slide prese Vertical Slider - Jssor @) CodePen-Llogin& = [) MewTab [1 ircepgovin G Google B Designing CSSLists | [l Login

Gmail Images  ii: ° o

Google

Search Google or type a URL

e User will be navigated to Smart City Application home page ,user has to click on “Login” button

€& > C @ Notsecure | atalnagar.com/wps/portal/Home/home-nrda/!ut/p/z1/04_Sj9CPykssyOxPLMnMzOvMAfljo8ziPR1dnDOsTAZ8DUJCTAWCVf18nY3MLQ2cABZIwE.. & @ [ & o o (]

atalnagar
I G

= I} Mgy e pEE N - B

e User will have to enter valid login credentials & Captcha, once Captcha is verified , user has to
click on “Submit” button to login into system
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ATAL NAGAR

Login To ANVP

Email / User Name

b

INDIA'S FIRST GREENFIELD SMART CITY —

Planned and executed in 21st century

User Type

ANVP Officer Login
@® Captcha (0 Request OTP

I'm not a robot

New Registration Forgot Password ?
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e Once user will get logged in, user has to click on “eGovernance Services” to get the details of
application for further action

Logout

Welcome Msirmour
o oo [ | 6 o 9768 T

‘Water & Sewerage Connec s Employee Leaves

M Domestic/ST : 1594 . <30 days 5 >30 days : 348 JANUARY 2019

Residential Cum Commercial/ AT TE aTomeye - 1
B Commercialindustrial/@iimsaes / e - 25 Sun Mon Tue Wed Thu
B InstitutionalERINT | 23 NA1T 30 31 1 2 2
\|

<30 days =30 days

Land Acquisition Summary (Area in hec) Circle Wise Land Purchased Summary (Area in hec) ngauon (Circle Wise)

B Fending Transfer - 1623.10 B TR 176427
Received 2728.87 TR : 345.05
BN Purchased  : 5004.01 I EEE - 2894.69
2728.87

ANVP, All Rights Reserved.
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4. New Public Grievance Application by Citizen

4.1 Citizen Dashboard

e login to application with valid login credential
e After Login user will redirect to index page or home page
e Click on ‘Application For Grievance’ tab as shown below

Build Version:1.0.0.3 jyotirao -
L 3 —

o o ‘ English "
EI Application

Fresh Application + Planning Section

Apply for New Land/Project Scheme

Application Status

»+ Rehabilitation Section

Approved/Rejected Application ~ Administrative Section
My Certificates
APPLICATION FOR GRIEVANCE
My Documents
Documents As Per Application
ONLINE RTI
Verify Drawings
Khasra Mapping

» Land Section

My Account » Estate & Project Section
My Payment History

» Public Health and Engineering
My Plot/Property Details
. Payment »+ Environment Section

Water Bill
Pending For Payment
Pay Premium/Lease rent/License Fee

Online RTI

After click on Application for Grievance form menu user will be re-directed to Service information
page & user has to click on Proceed button as shown below:

Build Version:1.0.0.3 jyotirao -
L 3 —

ity ‘ English v ‘

EI Application .
APPLICATION FOR GRIEVANCE

Fresh Application
Apply for New Land/Project Scheme Description
Application Status 1> This service aims to provide to fill Grievance/Feedback form
Approved/Rejected Application

My Certiicates Application Fee
My Documents

) 17 No Fee
Documents As Per Application
Verify Drawings
Khasra Mapping Supporting Documents

m & e

My Account

My Payment History How to Apply

My Plot/Property Details
y peiy IC7 Click on Proceed button to apoly

B Payment IC7 Fill the appiication and click on Submit button

Water Bill

Pending For Payment
Pay Premium/Lease rent/License Fee

Online RTI
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4.2 Application for Grievance
e  User will be navigated to Application for Grievance page & user has to fill all the mandatory field
which is marked with (*)

4.2.1 Register for Grievance
Enter all the details as per below screen

Build Version:1.0.0.3 jyoti rao ~

English

Application
APPLICATION FOR GRIEVANCE
Fresh Application

Apply for New LandiProject Scheme —_—
Application Status
i Nat f Application * First N; *
Approved/Rejected Application ature of Application Grievance | BT ‘ v IrstName sharda t

My Certificates

My Documents Middie Name Last Name
Documents As Per Application

Verify Drawings Email 1D * [ra01740@gmail com WMobile Number * 7024219696

Khasra Mapping

My Account
Ny Payment History Problem/General Description * ‘Grievance application

My Plot/Property Details
Payment

Water Bill Address/Location Atal Nagar Raipur

Pending For Payment ‘

Pay Premium/Lease rent/License Fee
Online RTI

4.2.2 Upload Document

Build Version:1.0.0 3 jyoti rao ~ |

English v

_ APPLICATION FOR GRIEVANCE
Fresh Application

Apply for New
Land/Project Register Grievance / RI®TId &5 ¢ Upload Document Eod
Scheme
Mandatory Document Type Document Name Document Number Upload file
Application Status

Approved/Rejected @ ﬂ
Application Service Related Document / a1 Hefed a&aw ~ Select /TH v

My Certificates Kindly Upload Only jpeg . jpg . png and pdf file.(The file size should be less than 2 ME)
My Documents.

Documents As Per Enter Captcha - | paam ‘
Appiication

Verify Drawings

Khasra Mapping t

My Account

My Payment
History

My PlotiProperty
Details

B Payment
Water Bill

Pending For
Payment

Pay
Premium/Lease
rent/License Fee

Online RTI
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e  Enter Captcha as shown above on the screen and click Submit button.
e  After clicking on Submit button Application no would be generated as per below screen

Build Version:1.0.0.3 jyoti rao «
L 4 —

stalnaoar | English v

[E]) Avplication
APPLICATION FOR GRIEVANCE
Fresh Application

Apply for New Land/Project Scheme Application Number 201901207816290025
Application Status

Applicant Name SHARDA
Approved/Rejected Application

My Certificates

Date of Application 24/01/2019

Service Name APPLICATION FOR GRIEVANCE
My Documents

Documents As Per Application Download Receipt

Verify Drawings f
Khasra Mapping

My Account
My Payment History
My Plot/Property Details

‘Water Bill

Pending For Payment

Pay Premium/Lease rent/License Fee
Online RTI

Click on Download Receipt to download the receipt as per below screen

ATAL NAGAR VIKAS PRADHIKARAN,

Paryavas Bhawan, North Block, Sector-19, Atal nagar, 432002 (C.G.)
T: 0771-2512500, F:0771-2512400Website: www.nayaraipur.gov.in| Email: ceo@nayaraipur.com

Acknowled Receipt /. o e
Application Number/3T3ga H#&aT 201901207 816290025

Bill Nos fas Hmam N/A

Applicant Name/3Td&® & 1A sharda

Service Name/#ar & & APPLICATION FOR GRIEVANCE

Amount /T N/A

Payment Mode/qaTcia & THIT N/A
Payment Status/§arara @ Fufy N/A

Transaction Number/ds - &5 #%ar N/A
Transaction Date/?1st - & #T arfrer N/A
Payment For/&% fare sarara

5. New Grievance Application Workflow

5.1 Manager Administration Login

e Login to application with valid login credential
e After Login, user will be redirect to index page or home page.

NRSC-DDP-TD-User Manual-EGOV-Public Grievance-B User Manual Page 11 of 20




&llﬁFS | I T Services

IL&FS Technologies Limited =r=irss

e  Click on My Inbox link as shown on the screen below

& Build Version1.0.03 AED VR Vesam - I

| English '|

a @ & Administrative Section W Environment Section @i Estate & Project Section

Dashboard From : Citizen
My Inbox == Other Subject: PROJECT SCRUTINY
n ' g n_ Ref App No. : 201901000002630001
® Message : Fresh Application Received
on23/01/2019
ERP Date Of Receiving. : 23/01/2019

My Inbox
Qe =Ee gre o Qe e
4 From : Citizen
Sutjoct PROJECT SCRUTINY
Planning Secti & Public Relation Office Ref App No. : 201901197611330002
Message : Fresh Application Received
» Administrative Section Q My Inbox Other
» Land Section o 150
N - 5

Estate & Project Section File Movement ERP Alerts
» Environment Section File N Subject Acti - =
_ e No == ction Lakshmikant Meshram lzave request created and waiting for approvals.

New letter for
NRDA/LAEM/2018(1/00079 forast Click here to open (B e (e
<

it @ALE C1IM T EAQRE AD
NRDA/PROSEC/2018/1/00132 New File Vishwas Rao Meshram Now leave is confirmed and approved

fard

NRDA/LAEM/2018/123/00170 encroachment
1 Sanjay Singh leave request is now waiting for second manager approval

il Click here to open
NRDA/LAEM/2018/Same/00172 Sub File -

Creation
Pawan Singh leave request created and waiting for approvals.
New File 13th
June & Click here o open

- 2 IJI 4 I 5 I 6 I 7 I 8 I . Neha Kapoor leave request is now waiting for second manager approval

NRDA/ADMINSEC/2018/211/00177

4

After clicking on My Inbox link a new pop up would be opened

Application x
~ APPLICATION FOR GRIEVANCE - 272

No. Action By Action Date Marked To Pending Since(Days) Application Date
2019

Alert

201901207816290025 Shivendra Nath (Superintendent Engineer) ~ 24-01-2019 V.R.Meshram (Manager ) 24-01-2019

201901207818440026 Jyofi rao 24-01-2019 V.R.Meshram (Manager } 24-01-2019

PGCCC1401190563 ‘Yashwant Shiledar (Executive Engineer) 14-01-2019 V.R.Meshram (Manager ) 14-01-2019

PGCCC1401190565 Shivendra Nath (Superintendent Engineer)  14-01-2019 V.R.Meshram (Manager ) 14-01-2019

PGCCC1501190566 15-01-2019 V.R.Meshram (Manager ) 15-01-2019

PGCCC0301190554 09-01-2019 V.R Meshram (Manager ) 03-01-2019

PGCCCD901190555 09-01-2019 V.R Meshram (Manager ) 03-01-2019

PGCCC0901190556 09-01-2019 ‘V.R Meshram (Manager ) 09-01-2019

000000 0|04 i

PGCCC0901190559 09-01-2019 'V.R Meshram (Manager ) 09-01-2019

NRSC-DDP-TD-User Manual-EGOV-Public Grievance-B User Manual Page 12 of 20
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e  Click on Action button as shown on above screen

e  After clicking on Action button below screen will show, where user forward the application to higher
authority for resolution of issue.
Manager, will forward the application to gm_administration as shown below.

! Buid Version1.0.03 AE VR Meshram - |
,

walk | English '|

A

Ez=iieed) Application Number 201901207812440026 Service Name APPLICATION FOR GRIEVANCE

Applicant Name Application Date 24/01/2019

» eGovernance Last Updated On 2410172019 View Checklist

» General Service

+ Planning Section (T Register Grievance | Rrpmmm @ 70 ] Upload Document/@¥dTae STes oY I Grievance History _

» Administrative Section Action and Comment

» Land Section Select Action® Forward Administrative Sectio | | Shivendra Nath (SE)
+ Estate & Project Section Subject ‘pusicgre | 1t

D EmilEEEiEE File Number * ANVPIADMINSEC/2019/123/00389 m a

Forward
Enter Comments*

1992 characters remaining.

"

Upload Document

Kindly Upload Only jpeg , jpg , png and pdf file, Maximum file size should be 2 MB

0 m e

Click on submit button to submit the application

5.2GM Administration Login

Login to application with valid login credential
After Login, user will be redirect to index page or home page.
Click on My Inbox link as shown on the screen below

NRSC-DDP-TD-User Manual-EGOV-Public Grievance-B User Manual Page 13 of 20
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Build Version 10,03 A @@  Svivendanan - |

English T

@ & Administrative Section & Public Health and Engineering “

Dashboard
My Inbox =X Other
(] =
32 = 35

@

File No. Subject -

: Shivendra Nath Now leave is confirmed and approved
INWD201800060 A — -
INWD201800062 ) . Subject: ORTI
} Shivendra Nath Now leave is confirmed and approved Ref App No. : 2019012049587
3 INWD201800064 Message : Appeal applied by citizen |

Public Health and INWD201800075 Date Of Receiving. : 22/01/2019

INWD201800076
Subject:
Ref App No. : 201001207816290025

Message : Application Arrived
Date Of Receiving. : 24/01/2019

Click on Action button to view the application

Application x =
~ APPLICATION FOR GRIEVANCE - 159

Application No. Action By Action Date Marked To Pending Since(Days) Application Date

5019 Aj' in Alert

201901207818440026 VR Meshram (Manager )  24-01-2019 ShivendraNath (Superintendent Engineer) 24-01-2019 O ®

» ONLINE RTI-2

PiRd

After clicking on Action button, user will be redirected to the application page as per below screen

NRSC-DDP-TD-User Manual-EGOV-Public Grievance-B User Manual Page 14 of 20
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l Buid Version1.0.03 A @ shvendranan - |
| English '|

@

Ee=iiEd Application Number 201901207813440026 Service Name APPLICATION FOR GRIEVANCE

Applicant Name Application Date 24/01/2019

Last Updated On 24/01/2019 View Checklist

Public Health and
Engineering

File No. :ANVP/ADMINSEC/2019/122/00389
Subject :public gre

3

VR. Meshram(MGR) -+ Shivendra Nath(SE) 24/01/2019 12:23 PM

Forward

Action and Comment
Select Action” “SelectAction |

Enter Comments™

2000 characters remaining.

Upload Document

=5

Kindly Upload Only jpeg , jpg , png and pdf file, Maximum file size should be 2 MB.

oo [l e [l el G

Gm_administration will reply the citizen by clicking on Select Action button as per below screen.
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Comment -

o
Ll

e C(Click on Submit button to submit the response of Administration Department.
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5 Buid Version1.0.03 A @@ shvendranan - |

Aalnagar | English '|

A

Ee=iiEd Application Number 201901207812330027 Service Name APPLICATION FOR GRIEVANCE

®

ERP

» eGovernance Last Updated On 24101/2019 View Checklist

+ Administrative Section TS| Register Grievance | FRIoTE a9 7Y ] Upload Document/E¥dTae STeis oY I Grievance History _

, Public Heaith and File No. :ANVP/ADMINSEC/2012/2/00290
Engineering

Applicant Name Application Date 24/01/2019

Subject :environment

VR. Meshram(MGR) -+ Shivendra Nath(SE) 24/01/2019 02:34 PM

Forward

Action and Comment

Select Action” Reply to Citizen

Enter Comments™

Reply To Citizen

1984 characters remaining.

Upload Document
>

Kindly Upload Only jpeg , jpg , png and pdf file, Maximum file size should be 2 MB.

oo [l e el G

1t

Click on Submit button after writing the comments on the text box as per below screen.

Citizen Dashboard

e login to application with valid login credential
e After Login user will redirect to index page or home page
e C(Click on ‘Application For Grievance’ tab as shown below
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! Build Version:1.0.0.3 jyotirao -
"
tal

English

Fresh Applicatior Enter Application Number
Apply for New LandiProject Scheme

Application Status —— " " _ _—
LT EENEE m B B ml
Approved/Rejected Application

APPLICATION FOR
My Certificates 4 31/082018 GRIEVANGE 201808207812520046 JYOTI 3/0ez018 APPROVED
My Documents
ENVIRONMENT NEHA KUMAR
Documents As Per Application 42 18/10/2018 NOG 201810186870390010 GUPTA 181012018 APPROVED

CETEL LD 43 18/10/2018 ENVIRONMENT 201810186875520011 JYOTI RAO RAO 1811012018 AFPPROVED
Khasra Mapping

44 18/10/2018 ENVIRONMENT 201810186879270012 JYOTI KUMAR RAQ 18/10/2018 APPROVED
My Account 45 2111112018 APPLICATION FOR 201811207816370068 JYOTI RAC 211112018 APPROVED

GRIEVANCE
My Payment History

46 221012019 ONLINE RTI 201901204988700023 JYOTI RAO 220012019 APPROVED
My Flot/Froperty Details

47 24/01/2019 APPLICATION FOR 201901207816290025 SHARDA 24/01/2019 AFPPROVED
e GRIEVANCE

Water Bill 48 24/01/2019 APPLICATION FOR 201901207812330027 SHRDA 24/01/2019 APPROVED L0

GRIEVANCE
Pending For Payment

Pay Premium/Lease rent/License Fee -- nauu -

Online RTI

Application Number © 201901207812330027
Problem/Description - Public Grevence
Comment Reply to citizen
IT you have satisfied with this answer, click Yes otherwise No!

(][]
+*
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Build Version:1.0.0.3 jyotirao -
-8

] English r

Fresh Application Enter Application Number
Apply for New LandiProject Scheme

Application Status —— " " _ _—
Sr. No. Application Date m Application Number Applicant Name Approved/Rejected D| Application Status ml
Approved/Rejected Application

APPLICATION FOR
My Certificates 31/082018 GRIEVANGE 201808207812520046 JYOTI 3/0ez018 APPROVED
My Documents
ENVIRONMENT NEHA KUMAR
Documents As Per Application 18/10/2018 NOG 201810186870390010 GUPTA 181012018 APPROVED

Verlly Drawings 18/10/2018 EE\QRONMENT 201810186875520011  JYOTI RAO RAO 18/10/2018 APPROVED
Khasra Mapping

18/10/2018 EE\QRONMENT 201810186879270012 JYOTI KUMAR RAQ 18/10/2018 APPROVED

My Account 2111112018 APPLICATION FOR 201811207816370068 JYOTI RAC 211112018 APPROVED

GRIEVANCE
My Payment History

221012019 ONLINE RTI 201901204988700023 JYOTI RAO 220012019 APPROVED
My Flot/Froperty Details

APPLICATION FOR

24/01/2019 201901207816290025 SHARDA 24/01/2019 AFPPROVED
B Payment GRIEVANCE

Water Bill 24/01/2019 APPLICATION FOR 201901207812330027 SHRDA 24/01/2019 APPROVED

GRIEVANCE
Pending For Payment

Pay Premium/Lease rent/License Fee -- nauu -

Online RTI

Citizen get the SMS/eMail alert after the approval of application.
Citizen will check the status of grievance application by clicking on Approved/Rejected Application
as per above screen

6. Dos and Don’ts

After completing all the activities, always click on “Logout” button
Always change the password within 15 days of interval

Upload only relevant data into the system

Do not shutdown the system without closing all the file and folder s
Read the validation/alert messages carefully
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