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The Complaint & Grievance module is a centralized system designed to manage citizen
complaints and service-related grievances efficiently within the Urban Local Body (ULB).
It enables users to register complaints, track their status, and ensure timely resolution
through a structured workflow.

The module supports end-to-end complaint handling—from registration and
categorization to assignment, escalation, and closure—ensuring transparency and
accountability at every stage. Each complaint is processed based on predefined
categories, sub-categories, and escalation levels, with SLA (Service Level Agreement)
timelines to ensure prompt action.

It also provides real-time tracking, communication logs (SMS/Email/WhatsApp), and
detailed reporting features, allowing administrators to monitor performance, and
improve service delivery.

This manual helps users to effectively manage and process complaints and grievances
within the system.
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Standard Operating Procedure

SOP — Common Buttons & Actions (System-Wide)

This SOP defines the standard buttons and actions commonly available across modules

in the e-Nagar 2.0 system.

Create / Create New

e Used to initiate a new record or application.

e Opens the respective entry form.

subrmie L2

¢ Saves the entered or updated details.

e Used in all forms to confirm data entry.

Reset
Reset

e Clears all entered data from the form.

e Used to re-enter information from the beginning.
&

Edit &

¢ Allows modification of an existing record.

e Opens the form with pre-filled data.

Delete w

e Removes the selected record from the system.
e Requires confirmation before deletion.

View ®

o Displays complete details of a selected record.
e Used for read-only access without editing.
Search

o Filters records based on entered keywords.

¢ Helps quickly locate specific entries.
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e Used in transaction-based modules.

Forward — Moves the record to the next level in the workflow after entering remarks for

.
further processing or approval.

Backward — Sends the record back to the previous level for correction or re-verification.
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Login

This page allows authorized you to securely access the e-Nagar 2.0 system.

Enter the portal link inside the browser address bar and press Enter to open the login

page.

Enter User Name, Password &

Captcha Code

(M e-Nagar 2.0

77 GUIARAT / Sy

Gujarat eNagar an initiative by Urban
Development & Urban Housing
Department, Government of Gujarat

Click to save login
details or Retrieve your
password

Sign In

User Name *

Enter username

Password *

Enter password (o] e

Verification Code

aycgSc % e

| O Remember me Forgot password? |

Sign in GUJARAT SSO

Don't have an account? Register

Fields and Options

Figure 3-1

e User Name — Enter your registered username. (Text)

e Password — Enter your account password. (Password)

e Verification Code — Enter the captcha code displayed on the screen. (Text)

e Remember Me — Select to save login details for future sessions. (Checkbox)

Buttons / Links

Login — Click
entering valid credentials.

Register — Click to create a new account.

to access the system after

Sign in GUJARAT SSO — Click to log in using Gujarat SSO.

Forgot Password? — Click to reset your password.
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Dashboard

Complaint & Grievances Dashboard

This dashboard provides a quick overview of complaint status, key actions, and priority
cases for efficient monitoring and management.

Click on Complaint & Grievance - Dashboard from the Dashboard menu to open this

page.

ﬂ”.f; e-Nagar 2.0 I

GUIARAT / S

B8 Dashboard

B3 Complaint & Grievance >

Total Complaints /
56 s[RuiEl

183

Pending Requests |

o5l [edledl

6

In Progress
ulsamML

121

0

L3 Raj
search o v
earc Q &

Amreli

Complaint & Grievances Dashboard [ sRule 4 s[Rule 32A6ilS

Rejected Requests [
eAs¥d [Qedlel

12

Resolved/Closed |
G3a1d4 /ol

35

Processes — Quick Actions / Ulsa1uil — »sul (51l

() Ccomplaint Registration /
sRate <llusil

Register and track
complaints with status
updates.

Worklist

Q) search Complaint /
sRule 20bl

Search and view existing
complaint records.

Pl

P4

2+ Vendor Registration /
s <dlugl
Regisler and manage
vendor details and
documentation.

Worklist

~» Complaint Forward /
sRule slkas

Forward complaints to
relevant departments.

Priority Worklist / WiRi(Fisdl s1ya

P2 (3) Helpdesk Queries / Pa
&eudas uall

Submit and manage
helpdesk support queries.

Worklist

P5 A+ Track Helpdesk Issue / P6
Seudas AHul 25

Track status and progress of
helpdesk issues.

Priority Worklist Search Q
Complaint Complainant Mobile
Action [ (Gat  Number /s 14 Category /A8l 1 Name 10 Number/ 1y Dggetpton) g, SAStehsl ) gias R
Lt sRaele am leleq deiz
Encroachment . test from mobile Pending
@ CNULB352874066815 | citizen.complaint 1234567890 department Out of SLA (Reopened)
Road repair and
@ CNULB3530580378656 manhole related VIRAJ PANDYA 9898979130 done out of SLA Pending
problems
Community & fsse aute
@ CNULB352506000138 N Y sarah Richards 9904276722 exercitationem Out of SLA Pending
Marriage Centres :
esse autem sint.
stray animals stray dog
@ CNULB352874000106 related problems Raj Mehta 9878380928 roaming out of SLA Pending
continuously nea.
Community & Dignissimos
@ CNULB352508000079 5 Y Anthony Rosa 8765433567 voluptatem Out of SLA pending
Marriage Centres - .
ratione aliquid...
Communtty & Eum autem velit
@ CNULB352506000077 Marriage Centres Jemima Hill 9876543245 mollit enim sit out of SLA Pending
tempore tempor
Showing 1to 6 of & records Records 10 v ' o
Figure 4-1

Status Summary Cards
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Displays overall complaint statistics for quick insights:

Total Complaints — Shows the total number of complaints registered in the system.

Pending Requests — Shows complaints that are yet to be processed.

In Progress — Shows complaints currently being handled.

Rejected Requests — Shows complaints that have been rejected.

Resolved/Closed — Shows complaints that have been successfully resolved.

Processes — Quick Actions

Provides shortcuts to frequently used modules:

Complaint Registration — Click to register a new complaint and track updates.
¢ Vendor Registration — Click to add and manage vendor details.

o Helpdesk Queries — Click to raise or manage system-related issues.

o Search Complaint - Click to search and view existing complaints.

e Complaint Forward - Click to forward complaints to relevant departments or
officers.

Track Helpdesk Issue — Click to track status of helpdesk queries.

Priority Worklist

Displays high-priority complaints, especially those requiring immediate attention.
Action

e View (Eye icon) — Click to open complaint details.

Data Columns

¢ Complaint Number — Displays unique complaint ID.

o Category — Displays complaint category.

e Complainant Name — Displays name of the citizen.

e Mobile Number - Displays contact number.

o Description — Displays complaint details.

¢ SLA Status — Indicates whether complaint is within SLA or Out of SLA.

¢ Status — Displays current complaint status (e.g., Pending, Reopened).
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5 Compliant & Grievance
Complaint & Grievance Module

The Complaint & Grievance Module is designed to manage the complete lifecycle of
complaints raised by citizens. It enables users to register complaints, assign them to
responsible officers, track progress, enforce escalation rules, and ensure timely
resolution.

This module provides a structured workflow that improves transparency, accountability,
and service delivery by ensuring every complaint is properly categorized, assigned, and
monitored until closure.

Click on Complaint & Grievance from the Dashboard to access its modules.

5.1 Service Requests

The Service Requests sub-module is the entry point for complaint handling. It allows
users to register new complaints and search or track existing ones.

Click on Complaint & Grievance -> Service Requests from the Dashboard to access this
sub-module.

57l Dashboard Dashboard
g8 Complaint & Grievance > Service Requests Complaint Registration
B3 Gas & Pipeline > Complaint Management > Search Complaint
L 1&n
Figure 5-1

Available Options under Service Requests

¢ Complaint Registration — Used to create and submit a new complaint in the system.
Users can enter complaint details, select category/sub-category, and register the
issue.

e Search Complaint — Used to search and track existing complaints using filters.

10
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5.1.1 Complaint Registration

This page is used to view, search, and create complaint records in the system. Users can

filter existing complaints or register a new complaint.

Complaint & Grievance - Service Requests - Complaint Registration

Search Q o

-
s

L1Rqj

Amreli

Complaint Number [ sR4le o1z

Enter Complaint Number

Category [ Al

Select Category

Complaint Registration Filters | s[Ral¢ «llugil (sc22

Complainant Name [ sRa1El =i

Enter Complainant Name

sub Category [ Uat sl

b Select Sub Category

Mobile Number [ Hleige se2

Enter Mobile Number

v

=

{Chck to search or reset j

Complaint Registration | sRul¢ «lluwil

Compilainant

Sub

Description [

Complaint Registration Filters

Use this section to search existing complaints based on specific criteria.

Buttons on this section:

¢ Search — Displays complaints based on entered criteria.

¢ Reset — Clears all entered filter values.

Fields:

Action Complaint Number
i &ﬁ.!ﬁ'ﬁ riy ™ Name /. N Category | 1L o 1, Status [ Rald
slaaidle -im REET]

@  052001260506000002 test 7445124578 ‘Valerrelated - Compiaintfor -, \ gress (Forwarded to L2)
problems Polluted water Data
Community &  Community & Columns

@ 052001260505000002  Citizen CNG 9897875345  Marriage Marriage Test bgress (Forwarded to 12)
Centres Centres
Community &  Community &

(&) 052001260505000001  Citizen CNG 9807875345  Marriage Marriage Testing In-Progress (Forwarded to L2)
Centres Centres .
Drainage SSLTE‘QI"S There is a dirty

[©] 052001260504000001  Rajiv Kanzaria 7600010028 related water or drainage  Resolved/Closed

Figure 5-2

¢ Complaint Number — Enter the complaint number to search a specific complaint.

(Text)

¢ Complainant Name — Enter the name of the complainant. (Text)

¢ Mobile Number — Enter the registered mobile number. (Numeric)

11
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e Category — Select the complaint category.

e Sub Category — Select the complaint sub-category.
Complaint Registration Listing
Displays all complaint records based on search criteria.

Buttons on this section:

Create New . . .
¢ Create New — -Opens the complaint registration form.

e Search (top right) — Allows quick search within the displayed records.

Columns:

Action — Click view icon to see complaint details.

Complaint Number — Displays the unique complaint ID.

e Complainant Name — Shows the name of the complainant.
e Mobile Number — Displays the registered mobile number.
e Category — Shows the complaint category.

¢ Sub Category — Displays the complaint sub-category.

o Description — Shows complaint details.

e Status — Displays current status (e.g., In-Progress, Resolved/Closed, Forwarded to
next level).

12
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5.1.1.1 Create New

The Complaint Registration page is used to create and submit a new complaint in the

system. It captures complainant details, complaint category, location, and supporting
evidence to ensure proper processing and resolution.

Complaint & Grievance - Service Requests - Complaint Registration

fh e-Nagar 2.0 < ® LRqj
Ul il e search Q ny e
28 Dashboard i . 2
¢ Complaint Registration / sRule «ilawil
28 Complaint & Grievance >
Basic Details / {nejd [c21dl
88 Gas & Pipeline >
uLs [ yadl Zone [ st ward [ 41§ Complaint Category / sRate Aail
Amreli v --Select-- v --Select-- N --Select-- v
Complaint Sub Category | sRute GuAgll  Complainant Name / sRa1E] st Mobile Number / Hlu(ed siei2 email / edoa
Enter Complainant Name Enter Mobile Number Enter Email
Select- v
SLA Time: -
Description of Problem / Ml agfet
Enter Description of Problem
0/50
Location Details / 2ett«i [a21dl
Complaint Location | $Ra1e 22t Landmark | des415
Search Complaint Location Enter Landmark
- = & T he wsioy = fROT Ny
. : st @ B i
Map  Satellite |© lawGarden () Re:Evolve - T
P i 31
. T (samﬂ!nﬂﬁ?"mN 00 N\ LAL DARWAJA TAlnorne
% z CIERECTE e
3 acks Lal DarwajaBus Stop
Radigzon Bl @)Svati Snacks g Gt s ) Teen D (@) Jama Masjid - GandhiR
Hotel, Ahme\;j ad % 2 N e
F < Sabarmati Riverfront, z
% e z e @)t ke 3
Panchwati B N7 endl Razg-e, ECEELTE) 2 El
Cross Road < = wiReiay = 0
P £ 2
% e Swam; 3 = 2
Ambawadi Parimal : ‘a\co\\e‘! 3 Y & F ¢ o
Circle. -+~ (orlle Guid < SVP Hospital s %, g “"
fd Uy Paldi Metro SN vRdblsiued 3 %, 2 RAIPUR
S° A5 »/ Station - GMRC & I %Ry & DN
$ Paldi g ]
& 24 @  PRITAM NAGAR £ Rai {fr )
\ HldH AR & KHAMASA B
\ al Rridne & i
Google ViGitabaug Tank (), el e oriita | Mop 90 62020 Cocia. Temms * Repod ey Gee
Click on the map or drag the pin to select a location, or use the search box above
Supporting Document / 4145 sadides
Supporting Document [ #8115 exd1des Live Photo [ @1ed 512l
ChooseFile | No files selected Choose File | No files selected
Glickto submit or Max size: 5 MB per file. Allowed formats: jpeg, jpg, .png, .pdf Max size: 5 MB per file. Allowed formats: jpeg, .jpg, .png
reset
Submit ‘ Reset ‘

Figure 5-3

Basic Details

ULB — Displays the selected Urban Local Body for which the complaint is being
registered. (Dropdown)

Zone — Select the zone under the selected ULB. (Dropdown)

Ward — Select the ward corresponding to the selected zone. (Dropdown)

13
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Complaint Category — Select the main category of the complaint. (Dropdown)

Complaint Sub Category — Select the specific sub-category based on the selected
category. (Dropdown)

Complainant Name — Enter the name of the person raising the complaint. (Text)

Mobile Number - Enter the contact number of the complainant. (Numeric)

After entering number, you will see a OTP button, click on it to get OTP on the entered
number. Enter OTP in OTP verification box & click on Cancel or Verify OTP

OTP Verification X
Enter OTP

Enter the 6-digit OTP sent to 8160254042

t'wlcrﬁr\:j\LC’F' ]

Click to cancel or Cance .
verify OTP Cancel | Verify OTP

Figure 5-4
¢ Email — Enter the email address (if available). (Text)

¢ SLA Time — Displays the resolution time defined for the selected category/sub-
category.

o Description of Problem — Enter detailed information about the complaint. (Text Area)
Location Details

e Complaint Location — Search and select the exact location of the complaint. (Search
Field)

e Landmark — Enter a nearby landmark for easy identification of the location. (Text)
e Map — Select or pin the exact location on the map for accurate tracking.
Supporting Document

e Supporting Document — Upload any relevant document related to the complaint.
(File Upload)

¢ Live Photo — Upload a live photo as proof of the issue. (File Upload)

Buttons

e Submit - Click mto register the complaint after entering all required

details.

14
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Reset ‘
e Reset - CIick‘~7, to clear all entered details and start again.

5.1.2 Search Complaint

The Search Complaint page is used to find and track registered complaints using
different search criteria. It helps users quickly locate complaints and view their current
status and details.

Click on Complaint & Grievance - Service Requests - Search Complaint from the
Dashboard to open this page.

) e-Nagar 2.0 ™ LRg)
() e=Ne g I« Search Q a

B8 Dashbeard

<] .
_ Search Complaint / sRule 2014l

B4 Complaint & Grievance > R .

Complaint Number | R «it12 Mobile Number [ HlelBd s Complainant Name [ $R1Eld s ULB [ yeleoil
B3 Gas & Pipeline 4 Enter Complaint Number Enter Mobile Number Enter Complainant Name Amreli v

Ent Zone [ st ward /[ dl§ Complaint Category / sfRate Al complaint sub Category [ sRale Gu Al
nter
Criteria --Select-- v --Select-- ~ --Select-- ~ --Select-- v
|w | Reset ||YCHCK to search or reset j

Data
Columns
Complaints / sRul€l

Complaint Number [ Complainant Name / Mobile N_umbﬂr]

Action / [t sRaue o N SRl et N e dor 4 Description [ adt 14 status / Rali
Click to view 052001260506000002 test 7445124578 123 Pending
052001260506000001 Citizen CNG 9645945123 Test Pending

® 052001260505000002 Citizen CNG 0897875345 Test Pending
® 052001260505000001 Citizen CNG 9897875345 Testing Pending Complaint
There is a dirty water or List
® 052001260504000001 Rajiv Kanzaria 7600010028 drainage water issue due  Pending
to break a drainage line
® 052001 i avati 95100456042 nhnj pending
® 052001260428000001 utkarsh 5532245456 done pending
® 052001260425000001 Rishabh Kumar Nanavati 9510046042 afdsfsadf Pending
® 052001260424000002 Rishabh Kumar Nanavati 9510046042 Some dogs are barking, oy
please do the needful
® 052001280424000001 Rishabh Kumar Nanavati 9510046042 Please provide cover of two g
- three man holes
showing 110 10 of 175 records Records 10 v n\ 2| a]la]ls]]>]
Figure 5-5

Search Filters

e Complaint Number — Enter the unique complaint number to search for a specific
complaint. (Text)

e Mobile Number — Enter the complainant’s mobile number to retrieve related
complaints. (Numeric)

¢ Complainant Name — Enter the name of the complainant to search records. (Text)
e ULB - Displays or select the Urban Local Body for filtering complaints. (Dropdown)

¢ Zone —Select the zone to narrow down search results. (Dropdown)

15
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Ward - Select the ward under the chosen zone. (Dropdown)

Complaint Category — Select the main complaint category. (Dropdown)

Complaint Sub Category — Select the specific sub-category for refined search.
(Dropdown)

Buttons

¢ Search - Click to fetch complaint records based on entered criteria.

e Reset —Click to clear all filters and reset the search fields.

Complaint List

The search results are displayed in a table with the following columns:

e Action - Click the view icon to open and see detailed information of the complaint.
e Complaint Number — Displays the unique complaint ID.

e Complainant Name — Displays the name of the complainant.

e Mobile Number — Displays the registered mobile number.

o Description — Shows a brief description of the complaint.

o Status — Displays the current status (e.g., Pending, In-Progress, Resolved).

16
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5.1.2.1 View

17
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GUIARAT

B Dashboard
B3 Complaint & Grievance >

B Gas & Pipeline >

& @ &
¢ complaint Details / sRule [aa1dl *OutofSLA @ In-Progress (Forwarded to 12)

& Basic Information [ Yaieyd Hil&dl

Complainant Number | sRuLEl ez Complainant Name | sRUIEl «AH Mobile Number | HlH19d «feiR

Complaint Location | §[zale @114
Parimal Garden, Ahmedabad, Gujarat -
380006, India

[N Location on Map ,’ o521 U WLl

& complaint Details / sR16 [€dLdl

Complaint Category | 5Ruls Al
Water related problems / il 2iuiltd a1l

Description of Problem / dMle] 4l

123

§ Attachments [ %110l
supporting Document | #4125 £2d 19

[2 No document uploaded

View Communication

Workflow History [ akseil oldel

Action status / [su1 Rald

Process Title [ ulsul 2lls

Submitted by L1 Submitted

status / Rald

L1 Raj (1) — 12rajRaj (12)

052001260506000002 test 7445124578
Email | 8ilog Registered Date | <{laidd diZluw

test@mail.com 06/05/2026 10:09

® Location Information / 2ellel UL[&dl

ULB / el Zone [ Mlat ward / 415
Amreli Zone - 52 Ward35-2

Landmark | &-5HL5

¢ 5y () Eyeid 'é; I ETER Gandnigram & @)
. (| = 3 =AM
Map  Satellite K %, e z T
. . acks 3 Lal DarWe,wwws
Swati Snack e &
3‘-5 d:’/; Radisson Blu @ Rt El A
Iy "49‘ Hotel, Ahmedabad @ 2
i oy
9 é"\ 4’6@ e it z ELLISBRIDGE S‘apan
5 Elcktoty Q)ElisiB
AyauaD gt \ B Mo
el =) (R
F
2
R
& e
NIYOJAN NAGAR 5 Ambawadi P al R coted
Rilert s Ce Ga!en Gyt & (@)SvP Hosoital
b & ad e Paldi Metro s el QU4
z Bﬁv\ﬂ” oy /Station - GMRC ¥
3 Paldi g
3 34 M) PRITAM NAGAR -
MANEKBAG ) g & i)
4 SosiETy \0/ Cy Y HETIETETE )
< Py |
® gl z Wgitabaug Tank . ) itz
2 & pmbawadi Rd Sabarmati Riverfront
= @ Event Centre
as Foundation @) H & TRUST NAGAR o™ ) paidi Bus Station s e
Gnma 5153 N g anud? SOCIETY e’ wietd] ot 22 Bz —
oogle T Shreyasim 232 R joerdshortats - Map data Terms

sub Category / G4 il
Complaint for Polluted water / Wgfid ungll uiz«{l sRuie

Live Photo /[ dlod 512l

Remarks [ [Zueil Date [ dilu

06/05/2026 10:09

Figure 5-6
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Complaint Details

The Complaint Details page provides complete information of a selected complaint,
including complainant details, location, category, attachments, communication logs, and
workflow history. It helps officers track progress and take necessary actions.

Click on the View icon from the Search Complaint page to open this screen.
Basic Information

e Complaint Number — Displays the unique complaint ID.

¢ Complainant Name — Displays the name of the complainant.

¢ Mobile Number — Displays the registered contact number.

e Email — Displays the email ID of the complainant.

¢ Registered Date — Shows the date and time when the complaint was registered.
Location Information

¢ ULB - Displays the Urban Local Body under which the complaint is registered.
e Zone - Displays the zone of the complaint location.

e Ward — Displays the ward details.

o Complaint Location — Shows the full address of the complaint.

¢ Landmark - Displays the nearby landmark (if provided).

Location on Map

e Map View — Displays the exact complaint location on the map for easy identification
and field verification.

Complaint Details
¢ Complaint Category — Displays the selected complaint category.
¢ Sub Category — Displays the selected complaint sub-category.

¢ Description of Problem — Shows the detailed description entered during complaint
registration.

Attachments
¢ Supporting Document — Displays uploaded documents related to the complaint.
¢ Live Photo — Displays uploaded image proof of the complaint.

Buttons

19
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¢ View Communication — Opens communication logs including

SMS, Email, and WhatsApp messages sent for the complaint.

SMS Messages
7445124578

® SENT = 06/05/2026 @ 10:09

Complaint number: 052001260506000002, date & time of registration: 06/05/2026 10:08,
complaint category: Water related problems, expected resolution date: 07/05/2026 10:09,
current status: New

Email Messages
test@mail.com

@ SENT & 06/052026 & 10:09

successful Complaint Registration. Complaint number: 052001260506000002. Date & tinme of
complaint registration: 06/05/2026 10:09. Category of complaint: Water related problems.
Expected date of resolution: 07/05/2026 10:09, current status: New

WhatsApp Messages
7445124578

® SENT B 06/05/2026 O 1009
Complaint Registered Successfully Complaint No: 052001260506000002 Category: Water

related problems Submitted on: 06/05/2026 10-08 Expected resolution: 07/05/2026 10:08,
current status: New

Figure 5-7

Communication Logs

Displays all notifications sent to the complainant:

e SMS Messages — Shows SMS communication details.

o Email Messages — Shows email communication sent to the complainant.
o WhatsApp Messages — Shows WhatsApp notification details.

Each section includes message content, date, and delivery status.
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5.2 Complaint Management

The Complaint Management is used to manage, process, track, and resolve complaints
registered in the system. It enables officers to handle complaints efficiently through
structured workflows, forwarding mechanisms, and SLA-based monitoring.

5.2.1 Compliant Forward

The Complaint Forward module is used to transfer complaints to another ULB, zone, or
ward when the issue does not belong to the current jurisdiction or requires action from
another authority.

Complaint & Grievance - Complaint Management - Complaint Forward

(7 e-Nagar 2.0 ™ LIRqg]
s e search Q8 ame
B3 Dashboard . N ¢

Complaint Forwarding — ULB | s[Ruls $1d(3a1 - yleoil
B3 Complaint & Grievance >

Complaint Number | 1 sit12 ULB /[ yRlaed] 7one | At
83 Gas & Pipeline } Enter Complaint Number Amreli ~ --Select—- v

Ent ward | dl§ Cormplaint Category | s[Rate fail Complaint Sub Category | s[Rate Gu fall
nter
Criteria --Select-- v --Select-- v --Select-- v
| m | Reset | | i Click to search or reset I
Data
) Columns
Complaints / sRLE) search Q

Gomplaint Number | sucsivr: 1L SomPieinantName [ofudld ) oregony 126l 1 UL / ylacll
CNULB353058037606 citizen.complaint e "W‘zgﬁ”“”c IR Amed
CHULB04I1000027 Citizen CNG g?&r&ﬂf&zrg:gﬁge centres [ goraon fE—
4 CNULBO00000D0BS Citizen CNG xg{gﬁgﬂ‘g‘cﬁ sanitaton /W ooy For.ix;a;rtd\ng
e CNULBO4I1000030 Citizen CNG i?ﬁﬁi"ﬁﬁiﬂg:&fge centres [ gorgon
4 CNULB352620000037 Citizen CNG ;i’;‘f&"&aiﬁgyge S —
Maintenance of urban forestry,
1 CNULB352506000032 Citizen CNG ﬁg{'i‘f{l‘gz‘fwﬁ;ﬁ‘“ﬁkﬁfgﬁlﬂ“ Bardoli
43} opailaed] wsercal
i CHULB352506000180 Rishabh Kumar Nanavati ;T&:Eﬁ"&aﬁ:ggge centres [ 4 iar
4 CNULB242565000061 Citizen CNG i’iﬁggﬁﬁfﬁd problems /A2 o aam
[ CHULB352506000108 Uttam Gohil f_{‘:{;‘:zﬁ;’f:;; misbehavior MBI
4 CNULB352506000126 Isadora Ward Community &Marage Centres |, o

AnelfLs e au ke

<

Showing 1to 10 of 65 records Records 10 v n .

Figure 5-8
Search Section

e Complaint Number — Enter the complaint number to search a specific complaint.
(Text)

¢ ULB - Displays or select the Urban Local Body. (Dropdown)
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Zone - Select the zone for filtering complaints. (Dropdown)

Ward - Select the ward under the selected zone. (Dropdown)
Complaint Category — Select the complaint category. (Dropdown)

Complaint Sub Category — Select the sub-category. (Dropdown)

Buttons

Search - Click to fetch complaint records based on entered criteria.

Reset — Click to clear all filters.

Complaint List

The list of complaints appears with the following columns:

Action - Click the edit icon to open the forwarding form.
Complaint Number - Displays the unique complaint ID.
Complainant Name - Displays the complainant’s name.
Category — Displays the complaint category.

ULB - Displays the current ULB of the complaint.
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5.2.1.1.1 Edit and Forward

Search Q Al

< Forward Complaint Details / 3-1Cf5r 5@&[& (aatdl

Complaint Information / sRuts Hil&dl

Complaint Number [ (714, «612 : CNUIB353058037606 Enter defails
ULB Name | y2died] «lixd : Amod here
Complainant Name [ s[Rui€le =it : citizen.complaint
Category | el : Maintenance of public toilets

-

L1 Raj

Current ULB [ aduid y2ladl Current Zone [ ddis e current Ward | aduid dls
Amod v zone-263 hd Ward-1
Target ULB [ 213z yalgoil Target Zone | 21302 il Target Ward [ 215z dl
Select v Select v Select

Forwarding Remarks | SlzaBat Fusilzdl®

Enter Remarks

Click to submit or
[ A

Figure 5-9

Complaint Information

Complaint Number — Displays the complaint ID.

ULB Name - Displays the current ULB.

Complainant Name - Displays the complainant name.

Category — Displays the complaint category.

Forwarding Details

e Current ULB - Displays the current ULB of the complaint. (Dropdown)
e Current Zone - Displays the current zone. (Dropdown)

e Current Ward — Displays the current ward. (Dropdown)

o Target ULB - Select the ULB where the complaint needs to be forwarded.

(Dropdown)
o Target Zone - Select the target zone. (Dropdown)

o Target Ward — Select the target ward. (Dropdown)
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o Forwarding Remarks — Enter remarks or reason for forwarding the complaint. (Text

Area)

Buttons

e Submit - CIickm to forward the complaint to the selected
ULB/zone/ward.

‘ Reset |

o Reset — Click to clear the entered details.

5.3 Masters

Masters Module (Complaint & Grievance)

This section is used to configure all master data required for complaint management. It
includes category setup, sub-category classification, officer mapping, and escalation
rules.

Click on Complaint & Grievance - Masters from the Dashboard to access the master
configuration options.
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4 Complaint & Grievance > Service Requests >
In Progress
HH Gas & Pipeline Complaint Management >
j [o] =
Vendor Management 5 Escalation Level Configuration
Reports s Category Master
Sub Category Master
Dashboard
| within SLA | outofsia
Figure 5-10

Available Modules under Masters
The following modules are available for configuration:

e Officer Complaint Mapping — Used to assign complaint categories and sub-
categories to specific officers for proper routing of complaints.

e Escalation Level Configuration — Used to define escalation levels and SLA timelines to
ensure complaints are escalated automatically if not resolved within the defined
time.

e Category Master — Used to create and manage main complaint categories.

e Sub Category Master — Used to define sub-categories under each category for
detailed classification.

5.3.1 Officer Complaint Mapping

This module is used to map complaint categories and sub-categories to specific officers.
It ensures that complaints are automatically assigned to the correct officer based on
category selection.

Click on Officer Complaint Mapping module from the Dashboard to view mapped
records.
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Officer Complaint Mapping / w[usizl {sﬁllli. AN Search

Action [ [sa1 SrNo f 4 aiay Officer Name [ »4[E513]s] a4 14 Category [ Asil

L,f 1 Vedant Rana Drainage related problems
Drainage related problems

L,f 2 L2rajl Raj 1 Community & Marriage Centres

Water related problems  +2 More

Public health and sanitation
L,f 3 12raj Raj Garbage and Sanitation related problems

streetlights and bulbs maintenance  +18 More

Showing 1to 3 of 3 records Records 10 ~ n

Figure 5-11
Officer Complaint Mapping Listing Page
Displays all mapped officers along with their assigned complaint categories.

Buttons on this page:

e Create New — Opens the mapping form to assign categories to an

officer.
o Search — Allows filtering of mapping records.
Columns:
e Action — Use edit icon to update mapping details.
e Sr No — Displays the serial number.
o Officer Name — Shows the name of the mapped officer.

o Category — Displays assigned complaint categories (multiple categories can be
mapped to a single officer).

5.3.1.1 Create New
Add / Edit Officer Complaint Mapping Page

This page is used to assign complaint categories and sub-categories to an officer.
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®  [IRqj
Search Q JA) Al Armreli
¢ officer Complaint Mapping / i{asi?l sRuie AUl
uLe [ yxlaod] + Officer Name [ 2[a513le s Complaint Category [ s[ute 2l * Complaint sub Category [ s[Raie Gu slgl
Amreli v --Select-- v --Select Categories-- v
--Select Sub Categaries-- v
m | Reset | {Click to submit or reset j Enter details
Figure 5-12

Add / Edit Officer Complaint Mapping Page
This page is used to assign complaint categories and sub-categories to an officer.

Buttons on this page:

e Submit - Saves the mapping details.

‘ Reset |
e Reset—'_____ IClears all selected values.

Fields:

ULB — Displays the selected ULB for which mapping is being configured.

Officer Name — Select the officer to whom complaints will be assigned.

Complaint Category — Select one or more complaint categories to assign.

Complaint Sub Category — Select relevant sub-categories under the selected

category.
Officer Complaint Mapping / 21(tsizl slRule A (a1 search Q Create New
Action [ [sa1 Sr No f 54 iy Officer Name [ (512l s 14 Category [ Aeil

Drainage related problems

A 1 Vedant Rana
Corruption or misbehavior
Drainage related problems

< 2 L2rajl Raj 1 Community & Marriage Centres
Water related problems 2 More
Public health and sanitation

4 3 12ra] Raj Garbage and Sanitation related problems
Streetlights and bulbs maintenance  +18 More

Figure 5-13

Note: Complaints of Single or Multiple categories can be mapped to a single officer as
well as Multiple officers can have single complaint category mapped to them.
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5.3.2 Escalation Level Configuration

This module is used to define escalation levels and SLA (Service Level Agreement)
timelines for complaint resolution. It ensures that complaints are escalated to higher
levels if not resolved within defined time limits.

Click on Escalation Level Master module from the Dashboard to view escalation

records.
Escalation Level Master | 212321+ dad M2 search Click here
Escalation . Gl Sub Catago SLA Hours |
Action [ But  SrNo/suaval  Level | 14 ULB f ylacil Zone [ e Ward / 15 }éa;'lg [y Ny mz‘&:gl Y 4, Audded 1
#2580 dag = saisl
Community & Community &
[CA ] 1 Level 2 amrell Zone - 52 Ward35-4 Marriage Martiage 2
Centres Centres
[CA ] 2 Level 1 amrell Zone - 52 Ward3s-7 Others Others 24
Community & Community &
[CA ] 3 Level 1 amrell Zone - 52 Ward3s-2 Marriage Martiage 24
Centres Centres
Community &  Community &
¢ w 4 Level 2 Anrreli Zone - 52 Ward35-3 Marriage Marriage 24
Centres Centres
¢ w 5 Level | Anrreli Zone - 53 Ward77-1 TestForULB 5
Showing 1to & of 5 records Records 10 v '
Figure 5-14

Escalation Level Master Listing Page
Displays all configured escalation levels along with category, location, and SLA details.

Buttons on this page:

e Create New — Opens the escalation configuration form.

e Search — Allows filtering of escalation records.
Columns:

Action — Use edit icon to update escalation details or delete icon to remove the

record.
¢ Sr No — Displays the serial number.
o Escalation Level — Shows the escalation stage (e.g., Level 1, Level 2).
¢ ULB — Displays the selected ULB.
e Zone - Shows the zone for which escalation is defined.

¢ Ward — Displays the ward details.
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e Category — Shows the complaint category.

e Sub Category — Displays the complaint sub-category.
¢ SLA Hours — Defines the time limit (in hours) for resolution before escalation.

5.3.2.1 Create New
Add / Edit Escalation Level Page

This page is used to configure escalation rules.

Category / il

Select

Sub Category [ ded Sl

Select W

SLA Hours [ wluvlas] sq15

Enter SLA Hours

Search Q A :. LiRej
< Escalation Level Master [ 213542l dd {22
Escalation Level [ Tlasdalst Bqg - UL [ yeleed zone [ Alst Ward f €15
Select v Select w Select v Select v

= -

‘{ Click to submit or reset j

Enter details

Figure 5-15

Buttons on this page:

e Submit - Saves the escalation configuration.

Reset |
Clears all selected values.

¢ Reset— ‘
Fields:

o Escalation Level — Select the escalation stage (Level 1, Level 2, etc.).
e ULB —Select the ULB for which escalation is applicable.

e Zone —Select the zone.

e Ward — Select the ward.

o Category — Select the complaint category.

e Sub Category — Select the relevant sub-category.

e SLA Hours — Enter the time limit in hours for escalation. (Numeric)

Note: If a complaint is not resolved within the defined SLA Hours, the system scheduler
will automatically escalate the complaint to the next escalation level.
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5.3.3 Reopen Configuration

This module allows the user to define the number of days within which a resolved
complaint can be reopened. The configuration is applied at the ULB level and controls
the reopening window for complaints. This needs to done with in the 24 hrs after
resolution of the issue.

Complaint & Grievance - Masters - Reopen Configuration

Search Q go :. lERU-j v
Reopen Configuration / Yt: viladli=il 20lsqeil search Q

Action f [sa1 Sr No [ sH vl ULB Name [ ULB o st Days for Reopen [ yt: vilaal si2e [Eazl

1 amreli 65

Click to
openedit P Records 10 n
page

(%]
=
=]
5
‘
3

Figure 5-16

Reopen Configuration Listing Page

Displays the configured reopen duration for the selected ULB.
Buttons

e Edit (Action icon) — Click to open the edit page for updating reopen configuration.

e Create New — Click to add a new configuration (if applicable).

e Search — Enter keyword to filter records.

Data Columns

e Sr No — Displays the serial number of the record.

e ULB Name - Displays the ULB for which configuration is set.

o Days for Reopen — Displays the number of days allowed to reopen a complaint after
resolution.
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5.3.3.1 Edit Reopen Configuration Page

This page allows updating the reopen duration.

< Reopen Configuration / Yst: vilddi=il 2lsaeil

@ Configuration Active

®  L3Rqj
Search Q o '

Amrel

ULB Mame [ ULB o «1d Days for Reopen [ Yst: Wladl 4i2st1 [Eawul

Amreli o
65

Specify the number of days within
which a complaint can be
reopened after resolution.

Enter days of
reopen

Update ‘ Reset ‘

I Information

Click to update
or reset

= This configuration is specific to your ULE (Urban Local Body).
* It defines the time window for reopening resolved complaints.

* Complaints can only be reopened within the specified number of days after resolution.
= Changes will take effect immediately for all resolved complaints in your ULB.

Figure 5-17

Fields

¢ ULB Name — Displays the selected ULB.

o Days for Reopen — Enter the number of days within which a resolved complaint can

be reopened.

Update ‘ Reset ‘
Buttons e

¢ Update — Click to save the updated configuration.

e Reset - Click to clear the entered value.
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5.3.4 Category Master

This module is used to create and manage complaint/service categories in the system.
Users can add new categories, update existing ones, or remove unnecessary entries.

Click on Category Master module from the Dashboard to open the list of all existing

categories.
Category Master [ ALl H1222 Click here
0 [ W4 v Ceregary Morme | Adld 4 14 Cotegory Gujorot Nome | AN 3wl X 34
“0 ! Omarse v
“ 0 2 other a
‘0 3 Poymare relcred peobiv o3l dollia Wi
A il O [
¢ 5 tests COAB a2 5l el
“n n Coenaption of rrestehavas it W das
“ 9 7 WO tenonce of pubibc Pfrosinactune ki Depidw il wivaal
R 0 Makntenance of Sorks, wedls 2181w geindndl aperael
“9 ® Mo lenance of pubibc 1slets sk dDnsiilvll wra)
“0 0 Vantenancs of romkes wenii=l
g it of 8 re 1 Records 10 v n
Figure 5-18

Category Master Listing Page
Displays all added categories with available actions.

Buttons on this page:

e Create New — Opens the category creation form.

e Search — Allows quick filtering of records.
Columns:

e Action — Use edit icon to modify category details or delete icon to remove the
category.

e Sr No - Displays the serial number of the category.
e Category Name — Shows the name of the category in English.
o Category Gujarati Name — Shows the category name in Gujarati.

5.3.4.1 Create New
Add / Edit Category Page
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This page is used to add a new category or update an existing one.

¢ Category Master [ il Hize

Category Name | 3gile ot1d Category Gujarati Name [ Sl erzidl Description / cilel

LIS
Enter Cutcgory Name tmcr Description
Enter Category Gujarati Name

m |~ﬂl| \{Clickto submitorresetj Enter details

Figure 5-19

Buttons on this page:

e Submit - Saves the entered category details.

e Reset - ‘~EJCIears all entered values.

Fields:

e Category Name — Enter the category name in English. (Text)

o Category Gujarati Name — Enter the category name in Gujarati. (Text)

o Description — Enter details or explanation about the category. (Text)
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5.3.5 Sub Category Master

This module is used to create and manage sub-categories under defined categories. It
helps in detailed classification of complaints/services for better tracking and processing.

Click on Sub Category Master module from the Dashboard to view the list of sub-

categories.

Action [ (311 SrNo [ 54 v
[EAR | !
[ 2
Zow 3
[EA) 4
[EA) 5
[EAN) 6
[EAN) 7
[EAR | 8
AR 9
[CARm) 10

Showina 1 ta 10 of AR recorde

Sub Category Master [ U21-2(l HieR

Category Name | Hgil =121 1)

Cerruption or misbehavior
Cemmunity & Marriage Centres

Cemmunity & Marriage Centres

Water related problems

Payment related proble

Payment related proble

Encroachment Removal
Others
Caorruption or misbehavior

Maintenanee of tanks, wells

Bocorde 10 s

Search

sub Category Name | Gu Asil
olH

™
Sub

Water Supply

Test

Complaints for Handpump
RepairComplaints for Handpump
Repair

while making paymnet,payment
gateway portal Is not open

payment status is not change after
successful payment

Others
Others
Corruption or misbehave

Maintenance of tanks, wells

Sub Category Gujarati Name |
Gu el Aorcl =tz

Gu Al
Al Azl

N

il yerzidl
oty (P2 uidddl sGuie

ysell 52l dud Ulez ad vlde vag
staf]

o ysaell uell ysaull Buld weaidl
ael]

e
e
el iyl geldsR

2isl 1 geilsl el

[, IR IR ﬁg

Figure 5-20

Sub Category Master Listing Page

Displays all existing sub-categories along with their parent category.

Buttons on this page:

¢ Create New — Opens the sub-category creation form.

¢ Search — Allows filtering of sub-category records.

Columns:

sub-category.

¢ Sr No — Displays the serial number.

Action — Use edit icon to modify sub-category details or delete icon to remove the

e Category Name — Shows the parent category under which the sub-category is

created.

o Sub Category Name — Displays the sub-category name in English.

o Sub Category Gujarati Name — Displays the sub-category name in Gujarati.
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Add / Edit Sub Category Page

This page is used to add a new sub-category or update an existing one.

Search Q

€ Sub Category Master [ Uai-2il Hie2

A

-
RY S

L1Rqj

Category Type [ Sl Wiz *

--Select--

Description [ cld

Enter Description

Sub Category Name | Gu Al s sub Category Gujarati Name [ Gu el
Jfaraldl sim
Enter Sub Category Name
Enter Sub Category Gujarati N

- =

Y Click to submit or reset j Enter defails

Figure 5-21

Buttons on this page:

e Submit - Saves the entered sub-category details.

¢ Reset — ‘

Fields:

Reset

.|Clears all entered values.

o Category Type — Select the parent category under which the sub-category will be

created.

e Sub Category Name — Enter the sub-category name in English. (Text)

e Sub Category Gujarati Name — Enter the sub-category name in Gujarati. (Text)

o Description — Enter details or explanation about the sub-category. (Text)
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5.4 Vendor Management

The Vendor Management module is used to register and manage vendors who may be
responsible for resolving specific types of complaints or providing services.

Complaint & Grievance - Vendor Management > Vendor Registration

5.4.1 Vendor Registration

The Vendor Registration page is used to add, view, and manage vendors who can be
assigned to handle complaint-related services.

Complaint & Grievance - Vendor Management > Vendor Registration

Vendor Registration / ds? «iluail

Search

Data
Columns
/ Search

™  [Rgj

Click to oped
add page

Action [ (a1 Work Order No. f 51 »{5 sivtz 14

052001260505000001

Representative Name [ WliHe] st 1}

Jay

status | Ruld

Approved

W0202604000075

W0202604000074

W0202604000073

W0202604000072

CCHCHCHCHCCNCN (C] (O]

Showing 1to 10 of 53 records

MNaaji
MNaaji

ASD
hdhshsbd
sgshhs
twrsggd
yeggdgd
yehgsys
tedy

Records 10 v

Pending
Rejected
Approved
Verified
Verified

Approved

Approved

L 1BI0IEI0IN"
Q

Vendor Registration Listing

Figure 5-22

This page displays the list of registered vendors.

Buttons

-
¢ Create New — Opens the Vendor Registration form to add a new

vendor.

Columns

e Action - Click the view (@) icon to see vendor details.
e Work Order No. — Displays the unique work order number assigned to the vendor.

¢ Representative Name — Displays the vendor’s representative name.
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o Status — Displays the current status (e.g., Approved, Pending, Rejected, Verified).

5.4.1.1 Create New

(7 e-Nagar 2.0 e Q a :. LIRaj

7 GUIARAT /"

Enter details
here

B8 Dashboard

€ Vendor Registration [ =52 «{laeil

BH Complaint & Grievance >
Company Details [ &usil (@31l
BH Gas & Pipeline > ) . X )
Company Name | susile «is * Registered Address / eilul Hasn] owner Name | HU[@5e =1 *
Enter Company Name Enter Registered Address Enter Owner Name
Work Order Start Date | 51 24152 gl2e Work Order End Date [ 512 24152 wu1H ULE [ ylged] 2one [ st
EEEARIENR aclell izl
. ) Amreli e Select hd
DD/MM/YYYY B DD/MM/YYYY 5
ward | dl§ complaint Category | §Zuie Al Complaint Sub Category | sRule Gu il
Select v Select v
--Select-- v

Representative Details / uldfeE (@ordl

Representative Aadhaar [ WA 4R Representative Name | w(dl(E ot Representative Designation | Wdl(H ue  Representative Contact [ wldlA(H dub
Enter Representative Name Enter Representative Contact
Enter Representative Aadhaar Enter Representative Designati
Representative Email [ wldfif elles ¢ password [ widas
N.complaint@gmail.com Enter Password @

Document Upload [ £31d 2{udls

Supporting Documents [ ¥s145 tadidedl

ChooseFile | No files selected

Max size: 5 MB per file. Allowed formats: |pgamias c £
Click to submit or
[ JE

Figure 5-23

Company Details

¢ Company Name — Enter the name of the vendor company. (Text)

¢ Registered Address — Enter the official address of the company. (Text)

¢ Owner Name - Enter the name of the company owner. (Text)

¢ Work Order Start Date — Select the start date of the work order. (Date Picker)
¢ Work Order End Date — Select the end date of the work order. (Date Picker)

e ULB - Displays or select the ULB for vendor assignment. (Dropdown)

e Zone - Select the zone. (Dropdown)

e Ward - Select the ward. (Dropdown)

o Complaint Category — Select the category in which the vendor will operate.
(Dropdown)

¢ Complaint Sub Category — Select the sub-category. (Dropdown)

37



Complaint & Grievance User Manual
Representative Details

Representative Aadhaar — Enter Aadhaar number of the vendor representative.
(Numeric)

¢ Representative Name - Enter the name of the representative. (Text)

o Representative Designation — Enter the designation of the representative. (Text)
e Representative Contact — Enter the contact number. (Numeric)

e Representative Email — Enter the email ID. (Text)

¢ Password — Enter the password for vendor login. (Password)

Document Upload

¢ Supporting Documents — Upload relevant documents for vendor verification (e.g.,
certificates, ID proof). (File Upload)

Buttons

e Submit - CIickm to register the vendor.

Reset |

¢ Reset - CIick| to clear all entered details.
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5.4.2 Reports Module

The Reports module provides analytical and summary reports for complaints, helping
users monitor performance, track SLA compliance, and analyze trends across categories,
locations, and time periods.

Click on Complaint & Grievance - Reports from the Dashboard and select the required
report type.

58 Dashboard

~amnlaint § Grievances Dashboar

= Service Reguests >

HH Complaint & Grievance >

Complaint Management >
Pending Requests [

R 15| [asiciladl

In Progress [
ulsaimi

Masters
Vendor Management > 5 ] 2]
Helpdesk >

Statistics Report

Reports

Dashboard

() Complaint Registrat
sRule <luwil

Register and track
complaints with status

it o

Consolidated Complaint Report
Category wise statistic report
Category and Status Wise Complaint Report

Time Series Analysis Report

e e b e b

Figure 5-24

5.4.2.1 Statistics Report

Displays complaint statistics based on status and selected frequency.

Q a 3rg
D e-Nagar2.0 I Search Q R
B¢ Dashboard .
E Statistics Report | #issislu RN
BE Complaint & Grievance >
Be Comp inanciot vear {«tudla Complcint status | Eute) FAR s gl zone { A
2026-2027 v --Salect-- v Amreli - --Salect-- v

ward [ dI§ Fraquency | witadd
~ Guarterly |

~ vearty |
O Gaufis (

ails

1 Enter criteria I

--selact-—- v

=

( Mornly
s

Click to search or
reset

Click to
Status Statistics Report export PDF
or Excel
Data Columns ‘ Export PDF ‘ | Export Excel ‘
. el ) S
ComplaintStatus T April & May 1 June T  July T+ August Tt  September 1o  October .  MNovember i  December i  January T  February T March T Total T+
Outof SLA = s o o o o 0 o [ [ o [} 38
Re-Open 0 0 0 o o o 0 0 2
Resolved You may click 0 0 o o o o 0 0 z
on these blue
Within SLa 2 data links to 0 [ o 0 0 0 0 0 z
explore the
Total a8 ¢\ dataindeep 0 0 0 0 o o 0 0 54
Showing 1o 5 of 5 records Records 10+ n D
Figure 5-25
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Filters

o Financial Year — Select the financial year. (Dropdown)

o Complaint Status — Select complaint status. (Dropdown)
e ULB - Select the ULB. (Dropdown)

e Zone - Select the zone. (Dropdown)

e Ward - Select the ward. (Dropdown)

e Frequency — Select Monthly / Quarterly / Yearly.

o I
Buttons e

e Search — Generate the report.

e Reset - Clear filters.

Data Columns

e Complaint Status — Status type (Out of SLA, Resolved, etc.).
e April to March — Month-wise complaint count.

o Total — Total complaints for each status.

e Drill-down (Clickable Data)

e Blue font numbers — Click to view detailed complaints for selected status + month.
You can click any of the number with blue font under data columns, those are links
to various data pages.

€ Back

Complaints - Out of SLA (APRIL)

Applied Filters:
financial Year: 2026-2037  frequency-monthly  Month:opril  Stotus: Outof SLA  ULE: Amreli
| Export PDI ‘ ‘ Export Excel ‘
‘Compiainant Zone Ward Mobile Registered

Gomplaint No T+ Category T Sub Category T+ Name " ome  Name Complainant Location o noom 1t

Community & Community & Marriage Zone - Ward35- 2HCFAXRC, Sabarmati Rivarfront
052001260423000001 warriaqe Cycn[ms Ceantres ty & new Complainant 5 Walkway W, Ellisbridge, 9924415780 23/04[2026

9 Ahmedabad, Gujarat 380006, India

Community & Community & Marriage Zone - Ward35- 2HST+W38, Surendra Mangaldas
052001260423000002 ! v ty 9 jahigic Rd, Ellisbridge, Ahmedabad, 9879380828  23/04[2026

Marriage Centres Centros 52 2 .

Gujarat 3800086, India
N Complaints for touring " " "

052001260424000002 Stray animals roaming animals (Dog | Rishabh Kumar Zone Ward3s- 88, New Baxipur, Shastri Nagar, 9610046042 24/04/2028

related problems - Nanovati 52 2 Arnreli, Gujarat 365601, India

Fig [ Cow [ Buffalo)

Community & Community & Marriage Rishabh Kumnar Zone - Ward35- 62, Mahakavi Nhanalal Fly

052001260425000001 warriaqe Cycn[ms Ceantres ty 9 Nanavat 52 5 Overbridge, Ellisbridge, 8510046042 25/04[2026
9 Ahmedabad, Gujarat 380006, India o
. 178, Panchavati Society, Gulbai
Figure 5-26
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e Opens complaint list corresponding to selected data.

5.4.2.2 Category-wise Statistics Report

Displays complaint data grouped by category and sub-category (month-wise).

L]
Pohogarzd e seareh a @ &
B Dashbeard N
v Category-wise Statistics Report / A3l uu1E] wissisly Rlé
BE Complaint & Grievance > . .
Financial vear | A191£la af e [ gaasl 2ome | 4 wars [ dl§
2026-2027 ~ Amreli v --Select-- - --Select-- ~
Complaint Category | §(Eute 4] Gompiaint Sub Catagery | slzate G Al
--Seloct-- ~ --Salect-- ~
m ‘ e | Click to search or Enter criteria
reset
Click to
~ export PDF
Category-wise Statistics Report or Excel
J Data Columns I Export PDF ‘ | Export Excel I

Complaint
sub Moy 1t June T July b August 1t  September 1  October 1t November T January 1 February T
Catagory

Compiaint

Gotagory

Community &  Community &

wariage warriage o o o 0 0 o 0 o
Centres Centres
Community & You may click
marriage watersupply 0 on these blue 0 o o [} 0 o [} 0
Centres data links to
ot comupt explore the
orruption or ormuption or
misbenavior  misbenave 0 o \ dataindeep o o 0 0 ] [ 0 0
Srainoge cgm,:\ums
related ooyt [ 1 0 0 ] [ 0 0 ] o 0 0
obiarms drainage
P overflow
i Complaints
Drainage
related for repairing 2 0 0 0 o 0 0 ) o 0 0 o
ofopen
problems
droinage

Showing 110100117 rocoras bocords 10 o @o

Figure 5-27
Filters

¢ Financial Year — Select year.

ULB - Select ULB.

e Zone - Select zone.

e Ward - Select ward.

¢ Complaint Category — Select category.

o Complaint Sub Category — Select sub-category.

-
Buttons —_—

¢ Search — Generate report.
e Reset — Clear filters.

Data Columns

41



-~z L=

e-Nagar

iy

Complaint & Grievance User Manual
e Complaint Category — Category name.

e Complaint Sub Category — Sub-category name.
e April to March — Month-wise complaint count.
o Drill-down (Clickable Data)

e Blue numbers - Click to view complaints for selected category + sub-category +
month.
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5.4.2.3 Consolidated Complaint Report

Provides detailed complaint-level data in a single table.

0 - i
Me- r2.0 . L3 Raj
fa o= Mo I Search Q L8 s ame
BE Dashboard
Consolidated Complaint Report [ Wslgd sRule Rilé
BE Complaint & Grievance >
Be Comp Miods of Complaint Registration f e gl ueli e [ gasell Zzone{ A4 “wara [ Q16
Portal -~ Amreli ~ --Select-- ~ --Select-- ~
Compiaint Cotegory | s(Eute Al Compleint sub Catsgory | sfEute Gu Al Data Salscrion | i wal
S o P o O pailyreport {6 @0E O current wesk | WEHHIE O Cument Month | WEUEL O poy wise | [ wid

= )

Enter criteria

Click to search or
reset
Clickto

Consolidated Complaint Report export PDF
or Excel

Data Columns Export PDF ‘ | Export Excel
( J
Complaint
Compiaint Compiaint Aty sub compiainant complainant Rogistorod P—
Number [ SEUIE T4 gﬁlun u egory Category 14 Namsf 1L MobileNo/ T I 2 on/udl  pod ol
EEtS Ten | sGIE SRIE] A 1elB4 e e
BT
Roed ropai
and Complaints . 5 Floase provide
052001260424000001)  Portal manhole to cover :'::::s::“m“' 9510046042 Ameli ZDS"; ;\'c"‘ﬂf' 24/04/2025  Resolved - cover of two -
related manhole three man hol
You may click
on these blue Complaints
data links to for tauring
explore the roaming . 5 Some dogs are
052001260424000002  Portall P animals Rishabh kumar e se0an Al ONe Word3S- o oapa0s u barking, plecse
data in deep Nanavati -52 2 Prograss
{Dog | Pig | do the neadful
cow [
autfalo)
Community - ComMUAI  giopoph kumar Zone  Ward3s- In
052001260425000001  Portal &Mariage & Marriage 8510046042 Amiei 25/04/2026 n afdsfsad
Nanaver 52 2 Progress
Centres Centres
Community
0520012 portal & Marriane \Water Supply _ Citizan CN 3 ame 2o Word3s
Showing 1t 10 of 52 records Records 10 v

Figure 5-28

Filters

¢ Mode of Complaint Registration — Select mode.

e ULB - Select ULB.

e Zone - Select zone.

e Ward - Select ward.

¢ Complaint Category — Select category.

e Complaint Sub Category — Select sub-category.

o Date Selection — Daily / Current Week / Current Month / Day wise.
|. Reset |

Buttons e

e Search — Generate report.

¢ Reset — Clear filters.
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Data Columns

Complaint Number — Unique ID.

Complaint Mode — Registration mode.
e Complaint Category — Category name.
e Complaint Sub Category — Sub-category.
¢ Complainant Name - Citizen name.

e Mobile Number — Contact number.

e ULB-ULB name.

e Zone - Zone details.

e Ward — Ward details.

o Registered On — Registration date.

e Status — Current status.

o Stage — Workflow level (L1, L2, etc.).

o Description — Complaint description.

o Drill-down (Clickable Data)

e Complaint Number (clickable) — Opens full complaint details page.
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5.4.2.4 Category & Status Wise Complaint Report

Provides combined analysis of category and complaint status.

L]
e~ r2.0 & Search Q) (o7 i§ =

BE Dashboard

Category and Status Wise Complaint Report / A6l 243 Reild yosw sRule RE

Bf Complaint & Grievance >

financial vaar | AlLs fraquency / BIddAd From Date | il ToDats / il

2026-2027 M Date [ dili M DO/MM/ VY (=] DDfMMJVYYY (=]
i | yiaedl zone | e ward [ d§ Gomplaint Gategory | §{dLe Al

Amrali v --saloct-- ~ --Solact-- v Select Category v

Compiaint Sub-Catagory [ SEule D21-Agil

Select Sub-Categary ~
=
— Click to search or Enter criteria
reset
Clickto
Category and Status Wise Complaint Report E)::proEan’SF
Data CG‘UH—H’\S [ Export PDF ‘ | Export Excel
s e —

Compiaint Catagory T Complaint Sub-Category 14 Submitted 14 Rejoctad 1L Reopen T
Community & Marrioge Centres water Supply 0 0 0 o 0 1

Community & Marriage Centras Community & Marriage Centras ] 2 5 8 9 74 108
Corruption or misbehavior Corruption or misbehave ] 1 1 2 3 1
Drainage related problems Complains about drainage averflow ] o 4 2 8 3

Drainage related problems Ccomplaints for repairing of open drainage 1 0 1 0 4
Drainage reloted problems Other You may click o 0 1 4 5
on these blue
Encroachment Remaval Encroachment Remaval data links to 1 1 0 o 4 &
explore the
Encroachment Remaval Othars data in deep o o 0 o 1
Garbage and Sanitation related Complaints for cleaning of public or children
0 o [ o 1 0
preblems parks

Garbage ond Sanitation reloted
problems

Other o 1 o 0 0 0

Figure 5-29
Filters
¢ Financial Year — Select year.

Frequency — Select frequency.

e From Date — Select start date.

o To Date — Select end date.

e ULB —Select ULB.

e Zone —Select zone.

e Ward — Select ward.

e Complaint Category — Select category.

e Complaint Sub Category — Select sub-category.
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Buttons —

o Search — Generate report.
o Reset — Clear filters.
Data Columns
e Complaint Category — Category name.
e Complaint Sub Category — Sub-category.
e Submitted — Total submitted complaints.
e Within SLA — Resolved within SLA.
e Resolved — Total resolved.
e Rejected — Rejected complaints.
e Reopen - Reopened complaints.
e Out of SLA — Exceeded SLA.
o Total Received — Total complaints.
¢ Drill-down (Clickable Data)

e Blue numbers — Click to view detailed complaints for selected category + status.
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5.4.2.5 Time Series Analysis Report

Provides trend-based analysis of complaints across time and SLA.

BE Dashboard

Time Series Analysis Report / 24y A%l [@sAwgl é

Bf Complaint & Grievance >

Search Q jay

Q & 13rg
an amre

financial vaar | AlLs RCM From Date | Al To Dats f il 3l

2026-2027 v Ahmedabod v DO/MM[Y¥¥YY B DD/MM[YYYY [}
i | yiaedl zone | e ward [ d§

Amreli ~ Select Zone v Select Ward ~
=

— Click to search or Enter criteria
reset
Click to
Time Series Analysis Report export PDF
or Excel
Data Columns ‘ Export PDF ‘ | Export Excel ‘
I R B
ULB Name Total Applications Received T
Within SLA 1 Outof SLA 14 Total 1 Within SLA 14 Out of SLA 14 Total 1 Within SLA 1 Outof SLA 11 Total 1

Amroli 5 3 8 1 0 1 0 kL) 38

Showing 1te1 of 1records Z?l;hrggé EI‘IUCS Records 10 v n L
data links to
explore the
Figure 5-30
Filters
. .
e Financial Year — Select year.

RCM - Select region/city.

e From Date - Select start date.
o To Date — Select end date.

e ULB-Select ULB.

e Zone - Select zone.

Ward - Select ward.

- [
Buttons —_—

e Search — Generate report.

e Reset - Clear filters.
Data Columns

e ULB Name - ULB name.
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Total Applications Received — Total complaints.

Approved
o Within SLA
o Out of SLA

o Total

Rejected
o Within SLA
o Out of SLA

o Total

Pending
o Within SLA
o Out of SLA
o Total

Drill-down (Clickable Data)

Blue numbers — Click to view complaint details for selected status + SLA condition.

Export PDF ‘ ‘ Export Exce
Export Options (All Reports)

> Export PDF — Download report in PDF format.

> Export Excel — Download report in Excel format.
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This module is used to raise, track, and manage internal system issues or queries related

to different modules. It ensures proper issue logging, assignment, tracking, and

resolution through a structured workflow.

Click on Complaint & Grievance - Helpdesk from the Dashboard to access Helpdesk

features.

B8 Dashboard

H4 Complaint & Grievance

>

& Reopen Confiquration [ Yel: wledleil 2(l¢

Service Requests »
Complaint Management > B
Masters >
Vendor Management »
Reports > }
Dashboard

I I Information

Days for Reopen [ Ysi: Wdlad] Y

Enter Number of Days
Specify the number of dc

which a complaint can b

nnnnnnn I DN T .rior

Helpdesk Reporting
Forward Query
Update Query

Track lssue

5.5.1 Helpdesk Reporting

Figure 5-31

Displays the list of all raised helpdesk issues across modules.
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Helpdesk Reporting / &cu3s [Rul(2a1

Data
Columns

Search

Search

Q @o

Click to add
new

™ L3Raj

&b Amrel

:

Action /(31 SrNo /s 1"3‘;;‘:: :&m Iy é’é‘:ﬂf{““mt’e” 1 :::t‘: Type /08l ity feileat 1L f:g’g:_f:ﬂe / 1
[C) 1 Hall Booking ;g;sr‘; 4"’”3’ Other critical L3Ra
Hall Booking ?:s[: ngiﬁfosf Other critieal L3Raj
@© Hall Boaking g:;;i?;ﬁ -8~ Qther medium 13 Raj
Click to view
@ Complaint & Grievance gg;;?:f_m_ Bug eritical L3 Raj
(O] 5 Complaint & Grievance igzggii_m_ Bug critical L3 Raj
o ] Estate Management g:{l;éﬂo;ﬁ—m— Bug medium L3 Rqj
° somspen  commo o -
o tomspeen  cemmo g - )
Figure 5-32

Buttons

¢ Create New — Click to raise a new helpdesk query.

e Search - Enter keyword to filter records.

o View (Eye icon) — Click to view issue tracking details.

Data Columns

e Sr No - Displays the serial number of the record.

e Module Name - Displays the module where the issue is raised (e.g., Hall Booking,

Complaint & Grievance).

o Tracking Number — Displays the unique ID generated for the issue.

o Issue Type — Displays the type of issue (e.g., Bug, Other).

o Severity — Displays priority level such as Low, Medium, High, Critical.

o Citizen Name - Displays the name of the user who raised the issue.
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5.5.1.1 Create Helpdesk Query

This page allows users to register a new issue.

Search
¢ Helpdesk [ U3
odule Name [ Hl5yad d1H - Issue Type | B3sl UsI Severity Level [ Jeiladl 22
--Select-- ~ --Select-- A4 --Select-- v

escription [ dglst * Supporting Document | #6145 eadide

Enter Deseription Choose File | No files selected

(mllowed: jpg, Jpeg. phg, pdf | Max: 5MB)

Citizen Information / «1131[25 il&dl

Name / =il : L3 Raj
Contact [ 2ué:1234567390
Email [ ¥3€ : I3.complaint@gmail.com

Click to submit or reset

=

K

Enter details

-
BV

L3 Raj

Amreli

Figure 5-33

Fields
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e Module Name — Select the module where the issue is identified.

o Issue Type — Select the type of issue.

o Severity Level — Select the priority level of the issue.

o Description — Enter detailed description of the issue.

e Supporting Document — Upload relevant documents or screenshots.
Citizen Information

Displays logged-in user details such as Name, Contact, and Email.

Buttons

e Submit — Click to submit the issue.
¢ Reset —Click to clear entered details.

Submitted

Issue has been submitted successfully!

Tracking ID: CHD-2026-05-432B5F60

Your Issue has been forwarded to the
Helpdesk Team

View My Issues

Figure 5-34

This notification will pop-up after submission. Click on View My Issues to view the list.
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Helpdesk Reporting / @cu32s Rull2al

Mmodule Name [ 1 Tracking Number |

Search Q

-

Q AL

L3 Raj
Amrel

searen Q

Citizen Name [

Action [ a1 SrNe [ su« Az b 3Erdo 1 'i:;e Type / B2l 14 Severity / dieilact 1l SR i
® g soome DY g o
@ 2 Hall Booking ggg;giﬁ' 05 Other critical L3 Raj
® 3 Hall Booking %‘;’égiﬁ' 05~ Other critical L3 Raj
@ 4 Hall Booking g[;g?i%zf' 05 Other medium L3 Raj
[©] 5 Complaint & Grievance ggg;ggf_m_ Bug critical L3 Raj
@ 8 Complaint & Grievance nggégii_ 04 Bug eritical L3 Ry
[©] 7 Estate Management 3251_5230:6_04_ Bug medium L3 Raj
Figure 5-35

5.5.2 Forward Query (Assignment Page)

This page is used to search, view, and manage all helpdesk issues raised in the system. It

allows users to filter issues, review details, and update/assign them.

Click on Complaint & Grievance - Helpdesk - Forward Query to open this page.

53




£ 02

e-Nagar

daly

Complaint & Grievance User Manual

“ ®  13Rqj
Search Q Al ]

v

&b Amrel
Module Narme [ dl5yas =1n Issue Type | B3ysil Us12 Severity [ alefladl 2d2
--Select-- hd --Select-- v --Select-- v
Reset
Data Enter Details
Columns
Helpdesk Queries l Syl u%ﬂ Search Q

Tracking
11 Number [ 2[5
sioiz

Module Name [

Issue Type [ Severity | Citizen Name [
Hlsyas] «lim

Action [ (su1 SriNo [ sM el Bl W52 (e Y el

1) status | Rul@ 14

[C4 1 \(I:V;:irei‘lg:incge i:i?&%ﬁi%i Bug medium L3 Raj pPending
i::"f‘fgemm g;‘g;;gge'“' Bug medium L3 Raj pending
| Clickto open E:;?ltuegemnl ggg:g‘z:i—m— Bug high Citizen CNG Pending
4 et i:::\taegemnl (g:g;;—[fﬁ%zﬁe_m_ Bug high Citizen CNG pending
4 5 Gas & Pipeline i:;;g;g’“’ Error high Citizen CNG Pending Q
Figure 5-36

Filters Section

Used to search and filter helpdesk queries based on specific criteria.

¢ Module Name - Select the module for which the issue is raised. (Dropdown)
e Issue Type — Select the type of issue such as Bug or Other. (Dropdown)

o Severity — Select the priority level such as Low, Medium, High, or Critical.
(Dropdown)

-
Buttons —_—

¢ Search — Click to display records based on selected filters.

¢ Reset —Click to clear all selected filters.

5.5.2.1 Assign

This page is used to assign or forward the issue to a responsible agent.
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f(/y[‘.; e-Nagar 2.0 I

GUIARAT / S

¢ Forward Query

Search

& citizen Information

Name

[ 1ssue Details

Module Name

Description

No document uploaded

Contact Email

View only

Issue Type Severity Level

Assignment Details

Status *

--Select-- v --Select-- v

Assigned Agent “

=l

f Click to assign or reset I

Citizen Information

Figure 5-37

Displays user details who raised the issue.

Issue Details

Displays module name, issue type, severity, and description.

Assignment Details

e Status — Select the current status of the issue.

e Assigned Agent — Select the user to whom the issue is assigned.

Buttons

e Assign — Click mto assign/forward the issue.

¢ Reset — Click

to clear selection.
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5.5.3 Track Issue

Allows users to track the current status of a helpdesk issue.

0 o

L3 Raj
Senich Q &l Amreli
Tracking Number | 23 «dloiz status [ Rald
Enter Trcck\ng Number --Select-- ~
-
Click to search
. Data Columns
Helpdesk Queries [ &u33s Usil Q

Tracking
- Module Name [ 3 . lssue Type [ . Severity [
Action f (31 SriNo/ sue *lsaas 4t 1L ::Tber JaE 1L s N Sl I

Citizen Name [

AR5«

11 Status /Gl 1

Complaint & CHD-2026-04- . " _
1 Grievance 4B40CCAA Bug critical L3 Raj In-Progress
Water & Drainage  CHD-2026-04- + _
@ ! Connection 9233FCO5 Bug low LERa] In-Progress
Click to open
Water & Drainage  CHD-2026-04- " " _
© Connection SEAALEBA Bug mediurm L3 Raj In-Progress
Estate CHD-2026-04~ ' . N
@ 4 Management paotetion Bug medium L3 Raj Pending
N CHD-2026-05- . .
@ 5 Hall Booking 20922607 Other medium L3 Raj In-Progress
Complaint & CHD-2026-04- . . ~
@ [ gy BAEIS05 Bug critical L3 Raj In-Progress
_ CHD-2026-05-
© 7 Hall Booking — Other critical L3 Raj In-Progress
_ CHD-2026-05-
(O] 8 Hall Booking 5EIBEFIA Other critical L3 Raj In-Progress
(O] 9 Water &Drainage  CHO-2026-05- Bug medium L3 Raj In-Progress
Figure 5-38

Filters
o Tracking Number — Enter tracking ID to search specific issue.

e Status — Select status to filter results.

- [
Buttons —_—

e Search - Click to fetch results.

e Reset - Click to clear filters.

Data Columns

¢ Sr No - Displays serial number.

¢ Module Name - Displays related module.
e Tracking Number — Displays issue ID.

¢ Issue Type — Displays issue type.

¢ Severity — Displays priority level.
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o Citizen Name - Displays requester name.

e Status — Displays current status.

e Action - Click on view icon to open the issue.

Issue Tracking
Tracking ID: CHD-2026-04-5BA4EEGA

Status : In-Progress

Assigned to : User Helpdesk 3
(bharadsds@gmail.com)

Close

Figure 5-39

Issue Tracking (Popup View)

Displays detailed tracking information when clicking the view icon.
Fields

o Tracking ID — Displays unique issue number.

o Status — Displays current progress (e.g., In-Progress).

e Assigned To — Displays the assigned user/agent handling the issue.
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