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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; 

 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 

3. 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  

 

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

 

 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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 Once user will get logged in, user has to click on “eGovernance Services” to get the details of 

application for further action   
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4. New Public Grievance Application by Citizen 

4.1 Citizen Dashboard 

 Login to application with valid login credential 

 After Login user will redirect to index page or home page 

 Click on ‘Application For Grievance’ tab as shown below 

 

 
  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: 
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4.2 Application for Grievance 
 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 

 

 

4.2.2 Upload Document  
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 Enter Captcha as shown above on the screen and click Submit button. 

 After clicking on Submit button Application no would be generated as per below screen 

 

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

 

5. New Grievance Application Workflow 

5.1 Manager Administration Login 

 Login to application with valid login credential 

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

 

 After clicking on My Inbox link a new pop up would be opened 
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 Click on Action button as shown on above screen 

 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. 

 

 
 Click on submit button to submit the application 

5.2 GM 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 14 of 20 

 

 

 Click on Action button to view the application 

 

 

 After clicking on Action button, user will be redirected to the application page as per below screen 
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 Gm_administration will reply the citizen by clicking on Select Action button as per below screen. 
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 Click on Submit button to submit the response of Administration Department. 
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Click on Submit button after writing the comments on the text box as per below screen. 

Citizen Dashboard 

 Login to application with valid login credential 

 After Login user will redirect to index page or home page 

 Click on ‘Application For Grievance’ tab as shown below 
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 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  

 

 

 

 


