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1. Introduction

This module will provide the information of Grievance Redressal Management System (GRMS),

Citizen users can Lodge grievances, Track grievances and appeal grievances from the Smart

website(https://www.smart-mh.org/) and those grievances will be handled by SMART team

Redressal Officers and Appellate Authorities and Designated Expert officers at different level like

District level, Regional level, PIU level and PCMU level as per SMART organization grievance

module workflow.
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2. Functionality For Citizen Users:

1. Lodge Grievance

● Citizen users can lodge grievances, from Menu→ Grievance→ Logde grievance. As per

below screenshot
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● After clicks on lodge grievance from grievance page, Lodge grievance form will be open as

per below screenshot.

Description:

Sr.No Field Name Description

1. Name Citizen users can add name through this field and This field is
mandatory

2. Address Citizen users can add address through this field and This field
is mandatory

3. Residence of
Maharashtra

This is a checkbox field and Citizen users can check/uncheck
this field as per requirement. This field is non mandatory.

4. State If Citizen users have checked the Residence of Maharashtra
checkbox field then only this field will be enabled.

5. District If Citizen users have checked the Residence of Maharashtra
checkbox field then only this field will be enabled. Citizen
users can select District through this field and This field is
mandatory

6. Taluka If Citizen users have checked the Residence of Maharashtra
checkbox field then only this field will be enabled. Citizen
users can select Taluka through this field and This field is
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mandatory
7. Village If Citizen users have checked the Residence of Maharashtra

checkbox field then only this field will be enabled. Citizen
users can select Village through this field and This field is
mandatory

8. Pincode If Citizen users have checked the Residence of Maharashtra
checkbox field then only this field will be enabled. Citizen
users can add Pincode through this field and This field is
mandatory

9. Contact Number Citizen users can add Contact Number through this field and
This field is mandatory

10. Send button After entering the mobile number
in the above fields, Citizen users must click on this button for
OTP verification.This field is mandatory

11. OTP Citizen users can receive OTP number in Contact number
field-added mobile number,Users need to add received OTP
number in this OTP field.This field is mandatory

12. Verify After entering OTP in the above fields, User must click on the
verify button for verification.This field is mandatory

13. Email ID Citizen users can add Email id through this field and This field
is mandatory

14. Nature of Grievance Citizen users can select Nature of Grievance through this field
and This field is mandatory

15. Subject of Grievance Citizen users can add Subject of Grievance through this field
and This field is mandatory

16. Grievance
Description

Citizen users can add Grievance Description through this field
and This field is mandatory

17. Upload Document Citizen users can Upload Grievance Document through this
field and This field is non mandatory

18. Submit Button After filling all the mandatory fields, Users need to click on this
submit button.
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● After filling all mandatory fields when a Citizen user will click on submit button then

Grievance generated pop up appears with grievance Unique Id.
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● Citizen users will also get the email and SMS on given email id and contact number for the

same.

2. ● Track Grievance
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● Citizen users can Track grievances, from Menu→ Grievance→ Track grievance. As per

below screenshot
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● After clicks on track grievance from grievance page, track grievance page will be open as per

below screenshot.
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Sr.No Field Name Description

1. Contact Number Citizen users can add contact number(Contact number which
was added during lodge grievance) through this field and
This field is non mandatory

2. Grievance ID Citizen users can add Grievance ID(Grievance ID which was
generated during lodge grievance) through this field and This
field is non mandatory

3. Search Button After filling all the mandatory fields, Users need to click on
this search button.

● After filling all the mandatory fields, when Users click on search button. Then list of all the
grievances which were initiated by the same mobile number will appear in the grid.

● Users need to click on view status button for detail view of grievance status as per below
screenshot
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Sr.No Field Name Description

1. Date Provide the information of lodge grievance date.And this field is
non editable.

2. Name Provide the information of Citizen user name. And this field is
non editable.

3. Level Provide the information of grievance current level. like DIU,RIU,
PIU and PCMU. And this field is non editable.

4. Designate officer Provide the information of the responsible designated officer
name. And this field is non editable.

5. Document Provide the information of the uploaded document by any
respective designated officer. And this field is non editable.

6. Status Provide the information of current status of grievance. And this
field is non editable.

3. ● Appeal Grievance
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● Citizen users can apply for Appeal grievances, from Menu→ Grievance→ Appeal grievance.

As per below screenshot
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● After clicks on Appeal grievance from grievance page, Appeal grievance page will be open as

per below screenshot.
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Sr.N
o

Field Name Description

1. Contact Number Citizen users can add contact number(Contact number which
was added during lodge grievance) through this field and This
field is non mandatory

2. Send Button After entering contact number in above field, Users must need
to click on this button for sending OTP

3. OTP Citizen users can add OTP verification number in this fields
4. Verify Button After entering the OTP number in the above field, Users must

click on this button for OTP verification.

5. Grievance ID Citizen users can add Grievance ID(Grievance ID which was
generated during lodge grievance) through this field and This
field is non mandatory.

6. Search Button After filling all the mandatory fields, Users need to click on this
search button.
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● After filling all the mandatory fields, when Users click on search button.then list of all the
grievances which were initiated and closed by the same mobile number will appear in the
grid.
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● Citizen users must click on apply button as per below screenshot for which Citizen user want
to apply for appeal.

● After clicking on the apply button by Citizen users the page below will be open.
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Sr.No Field Name Description

1. Date Provide the information of lodge grievance date. and this field
is non editable.

2. Name Provide the information of Citizen user name. And this field is
non editable.

3. Nature of
Grievance

Provide the information of the nature of grievance which was
selected during grievance initiation. And this field is non
editable.

4. Grievance
Description

Provide the information of the Grievance description which was
added during grievance initiation. And this field is non editable.

5. Designate officer Provide the information of the responsible designated officer
name. And this field is non editable.

6. Remarks by
Authority

Provide the information of remarks which was given by the
responsible designated officer. And this field is non editable.

7. Additional Remark
by User

Citizen users can add additional remarks for Appeal grievances
and this field is mandatory.

8. Upload Document Citizen users can upload documents for Appeal grievances and
this field is non mandatory.

9. Submit Button After filling all the mandatory fields, Citizen users can click on
this button for final submission.

● After filling all the mandatory fields, when the user clicks on submit button then below pop-up
message will appear. And respective grievance ID will be sent for Grievance Appeal flow. And
SMS and email also sent to respective users on registered email id and mobile number.
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3. Functionality For Admin(SMART Team) Users:

❖ Grievance Redressal Officer (DIU Level)

1. Login

● User must reach the website through the link below: https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :
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● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.
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● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.

● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description
1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge

Date and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date
and Time

5. Citizen User Name Users will get the information of the Citizen User Name
6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra
or not.

8. Grievance
stage/level

Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance

Description
Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate
officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate
officer name

13. Process Flow Users will get the information of the Process Flow
14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date
17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like

Resolve, Transfer, Assign, Revert and Forward.
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1. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Resolve button, the below pop up will appear.
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Sr.No Field Name Description
1. Remarks Users can add remarks as per requirement through this field

and this field is mandatory.
2. Document Upload Users can upload documents as per requirement through this

field and this field is non mandatory.
3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory

fields and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will

not be accessible.
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b. Forward Button

● This button is used to forward the grievance at the next level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Forward button, the below pop up will appear.
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Sr.No Field Name Description
1. Level This field provides the information of the next level in which

grievance will be forwarded. And this field is non-editable.

2. Designated Officer This field provides the information of the next level Designated
officer detail in which grievance will be forwarded. And this
field is non-editable.

3. Remarks Users can add remarks as per requirement through this field
and this field is mandatory.

4. Close sign Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory
fields and after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage then

those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage..

c. Assign Button

● This button is used to assign the grievance to any expert. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Assign button, the below pop up will appear.
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Sr.No Field Name Description

1. Nature of
Grievance

This field provides the information of the Nature of
Grievance. And this field is non-editable.

2. Expert This field provides the information of the designated Expert
in which grievance will be Assigned. So that as per user
requirement need to select the expert from this expert list
dropdown field And this field is Mandatory.

3. Remarks Users can add remarks as per requirement through this field
and this field is mandatory..

4. Close sign Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory
fields and after clicking on this button.

● Once the grievance will be assigned by any respective designated officer at any stage then

those grievances will be assigned to the same level selected designated expert officer and

those grievances will not be accessible at the current stage.

● But after submitting the grievance by the respective expert designated officer then the same

grievance returns to the same designated officer.
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d. Transfer Button

● This button is used to Transfer the grievance at the same level but different district.As per

below screenshot only responsible designated officers will get the access of this button as per

process flow of SMART organization.

● After clicking on the Transfer button, the below pop up will appear.

Sr.No Field Name Description
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1. Level This field provides the information of the same level in
which grievances will be transferred. And this field is
non-editable.

2. Designated Officer This field provides the information of the same level but
different district Designated officer detail in which
grievance will be Transferred. And this field is non-editable.

3. District This field provides the information of the District in which
grievance will be Transfered.So that as per user
requirement need to select the district from this district list
dropdown field And this field is Mandatory.

4. Remarks Users can add remarks as per requirement through this
field and this field is mandatory..

5. Close sign Users can close the resolve pop up through this close sign.

6. Submit button Users can close the grievance after filling all the mandatory
fields and after clicking on this button.

● Once the grievance will be Transferred by any respective designated officer at district then

those grievances will be transferred to the next level and those grievances will not be

accessible at the current stage.

e. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail:

Sr.N
o

Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District
5. Taluka Users will get the information of the Citizen Taluka
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6. Village Users will get the information of the Citizen Village
7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number
9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to

level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level
19. Reverted to

designated officer
Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status

4. Grievance Report Functionality

As per below screenshot, Users are able to view Grievance reports from the side menu.
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Fields Detail :

Sr.No Field Name Description

1. Grievance ID Users will get the information of the Grievance ID for which
grievance report generated.

2. Grievance lodge date
and time

Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and
time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of

grievance
9. Grievance Description Users will get the information of the Grievance Description

10. Responsible
designate officer

Users will get the information of the Grievance Responsible
designate officer

11. Responsible
designate officer
name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken name

15. Action taken date Users will get the information of the Grievance Action taken date

16. Status Users will get the information of the Grievance Status

❖ Grievance Redressal Officer(RIU Level)

1. Login

● User must reach the website through the link below : https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:
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● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.

2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email
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3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :

● As per below screenshots, Users can also redirect to this page from the side menu.
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● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.

● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.N
o

Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name

6. District Users will get the information of the District
7. Residence of

Maharashtra
Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level
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9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance Description Users will get the information of the Grievance Description
11. Responsible

Designate officer
Users will get the information of the Responsible Designate officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate officer
name

13. Process Flow Users will get the information of the Process Flow
14. Remarks Users will get the information of the Remarks

15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage

18. Action Users will get the information of the Action buttons. Like Resolve,
Transfer, Assign, Revert and Forward.

2. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Resolve button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this
field and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.

4. Submit button Users can close the grievance after filling all the mandatory fields
and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will

not be accessible.

b. Forward Button

● This button is used to forward the grievance at the next level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Forward button, the below pop up will appear.

Sr.No Field Name Description

1. Level This field provides the information of the next level in which
grievance will be forwarded. And this field is non-editable.

2. Designated Officer This field provides the information of the next level Designated
officer detail in which grievance will be forwarded. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory..
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4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage then

those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage..

c. Assign Button

● This button is used to assign the grievance to any expert. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Assign button, the below pop up will appear.
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Sr.No Field Name Description
1. Nature of Grievance This field provides the information of the Nature of Grievance.

And this field is non-editable.
2. Expert This field provides the information of the designated Expert in

which grievance will be Assigned. So that as per user requirement
need to select the expert from this expert list dropdown field And
this field is Mandatory.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory..

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be assigned by any respective designated officer at any stage then

those grievances will be assigned to the same level selected designated expert officer and

those grievances will not be accessible at the current stage.

● But after submitting the grievance by the respective expert designated officer then the same

grievance returns to the same designated officer.

d. Transfer Button

● This button is used to Transfer the grievance at the same level but different district.As per

below screenshot only responsible designated officers will get the access of this button as per

process flow of SMART organization.
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● After clicking on the Transfer button, the below pop up will appear.
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Sr.No Field Name Description
1. Level This field provides the information of the same level in which

grievances will be transferred. And this field is non-editable
2. Designated Officer This field provides the information of the same level but different

district Designated officer detail in which grievance will be
Transferred. And this field is non-editable.

3. District This field provides the information of the District in which grievance
will be Transfered. So that as per user requirement need to select
the district from this district list dropdown field And this field is
Mandatory.

4. Remarks Users can add remarks as per requirement through this field and
this field is mandatory..

5. Close sign

Users can close the resolve pop up through this close sign.
6. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.
● Once the grievance will be Transferred by any respective designated officer at district then

those grievances will be transferred to the next level and those grievances will not be

accessible at the current stage.

e. Revert Button

● This button is used to revert back the grievance at the previous level. As per below screenshot

only responsible designated officers will get the access of this button as per process flow of

SMART organization.

● After clicking on the Revert button, the below pop up will appear.
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Sr.No Field Name Description

1. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

2. Designated
Officer

This field provides the information of the previous level Designated
officer detail in which grievance will be reverted. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and this
field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory fields and
after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage..

f. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.

50
User Manual-Grievance Module



51
User Manual-Grievance Module



Fields Detail:

Sr.No Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District
5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village
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7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number
9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level
19. Reverted to

designated officer
Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status

4. Grievance Report Functionality

As per below screenshot, Users are able to view Grievance reports from the side menu.
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Fields Detail:

Sr.No Field Name Description
1. Grievance ID Users will get the information of the Grievance ID for which

grievance report generated.
2. Grievance lodge date

and time
Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and
time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of

grievance
9. Grievance Description Users will get the information of the Grievance Description
10. Responsible

designate officer
Users will get the information of the Grievance Responsible
designate officer

11. Responsible
designate officer
name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow
13. Remarks Users will get the information of the Grievance Action button

Remarks
14. Action taken Users will get the information of the Grievance Action taken name
15. Action taken date Users will get the information of the Grievance Action taken date
16. Status Users will get the information of the Grievance Status

❖ Grievance Redressal Officer(PIU Level)

1. Login

● User must reach the website through the link below : https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.
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● Once credentials are verified, users will be logged into the application.

2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :
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● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.
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● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description
1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name
6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level
9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance Description Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate officer
name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign, Revert and Forward.

3. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Resolve button, the below pop up will appear.

Sr.N
o

Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this
field and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.
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4. Submit button Users can close the grievance after filling all the mandatory fields
and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will

not be accessible.

b. Forward Button

● This button is used to forward the grievance at the next level.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Forward button, the below pop up will appear.
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Sr.No Field Name Description

1. Level This field provides the information of the next level in which
grievance will be forwarded. And this field is non-editable.

2. Designated Officer This field provides the information of the next level Designated
officer detail in which grievance will be forwarded. And this field
is non-editable.

3. Remarks Users can add remarks as per requirement through this field
and this field is mandatory..

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory

fields and after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage then

those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage.
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c. Assign Button

● This button is used to assign the grievance to any expert. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Assign button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Nature of Grievance This field provides the information of the Nature of Grievance.
And this field is non-editable.

2. Expert This field provides the information of the designated Expert in
which grievance will be Assigned. So that as per user
requirement need to select the expert from this expert list
dropdown field And this field is Mandatory.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory
fields and after clicking on this button.

● Once the grievance will be assigned by any respective designated officer at any stage then

those grievances will be assigned to the same level selected designated expert officer and

those grievances will not be accessible at the current stage.

● But after submitting the grievance by the respective expert designated officer then the same

grievance returns to the same designated officer.

d. Revert Button

● This button is used to revert back the grievance at the previous level. As per below screenshot

only responsible designated officers will get the access of this button as per process flow of

SMART organization.

● After clicking on the Revert button, the below pop up will appear.
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Sr.No Field Name Description

2. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

3. Designated Officer This field provides the information of the previous level Designated
officer detail in which grievance will be reverted. And this field is
non-editable.

4. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

5. Close sign

Users can close the resolve pop up through this close sign.
6. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage..

a. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail :

Sr.No Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address

4. District Users will get the information of the Citizen District

5. Taluka Users will get the information of the Citizen Taluka
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6. Village Users will get the information of the Citizen Village
7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number
9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description

12. Upload Document Users will get the information of the Uploaded Document

13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level

15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to level

17. Forwarded to
designated officer

Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level

19. Reverted to
designated officer

Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status
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4. Grievance Report Functionality

As per below screenshot,Users are able to view Grievance reports from the side menu.
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Fields Detail :

Sr.No Field Name Description
1. Grievance ID Users will get the information of the Grievance ID for which

grievance report generated.
2. Grievance lodge date

and time
Users will get the information of the Grievance lodge date and time

3. Grievance close date
and time

Users will get the information of the Grievance close date and time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of grievance

9. Grievance Description Users will get the information of the Grievance Description

10. Responsible designate
officer

Users will get the information of the Grievance Responsible
designate officer

11. Responsible designate
officer name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken name

15. Action taken date Users will get the information of the Grievance Action taken date

16. Status Users will get the information of the Grievance Status

❖ Grievance Redressal Officer (PCMU Level)

1. Login

● User must reach the website through the link below : https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.
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● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page:
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● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will get the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.
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● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.N
o

Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name
6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level
9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance

Description
Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate
officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate
officer name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign,Revert and Forward.
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2. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Resolve button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this field
and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will

not be accessible.

b. Assign Button

● This button is used to assign the grievance to any expert.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Assign button, the below pop up will appear.

Sr.No Field Name Description

1. Nature of Grievance This field provides the information of the Nature of Grievance. And
this field is non-editable.

2. Expert This field provides the information of the designated Expert in
which grievance will be Assigned. So that as per user requirement
need to select the expert from this expert list dropdown field And
this field is Mandatory.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be assigned by any respective designated officer at any stage then

those grievances will be assigned to the same level selected designated expert officer and

those grievances will not be accessible at the current stage.

● But after submitting the grievance by the respective expert designated officer then the same

grievance returns to the same designated officer.

c. Revert Button

● This button is used to revert back the grievance at the previous level. As per below screenshot

only responsible designated officers will get the access of this button as per process flow of

SMART organization.
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● After clicking on the Revert button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

2. Designated Officer This field provides the information of the previous level
Designated officer detail in which grievance will be reverted. And
this field is non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage.

d. Grievance Log Report Functionality

As per below screenshot,Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail:

Sr.N
o

Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District

5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village
7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number

9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance

11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level
19. Reverted to

designated officer
Users will get the information of the Grievance Reverted to
designated officer
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20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status
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ii.Grievance Report Functionality

As per below screenshot, Users are able to view Grievance reports from the side menu.
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Fields Detail :

Sr.N
o

Field Name Description

1. Grievance ID Users will get the information of the Grievance ID for which
grievance report generated.

2. Grievance lodge date
and time

Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and
time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of

grievance
9. Grievance Description Users will get the information of the Grievance Description

10. Responsible
designate officer

Users will get the information of the Grievance Responsible
designate officer

11. Responsible
designate officer
name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken name

15. Action taken date Users will get the information of the Grievance Action taken date

16. Status Users will get the information of the Grievance Status
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❖ Grievance Appellate Authority (DIU Level)

1. Login

● User must reach the website through the link below: https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :

● As per below screenshots, Users can also redirect to this page from the side menu.
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● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.

● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.
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● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name
6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance Description Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate officer
name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign,Revert and Forward.

1. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Resolve button, the below pop up will appear.

Sr.N
o

Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this
field and this field is non mandatory.
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3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance

will not be accessible.

b. Forward Button

● This button is used to forward the grievance at the next level.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Forward button, the below pop up will appear.

Sr.No Field Name Description

1. Level This field provides the information of the next level in which grievance
will be forwarded. And this field is non-editable.

2. Designated
Officer

This field provides the information of the next level Designated officer
detail in which grievance will be forwarded. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and this
field is mandatory..

4. Close sign

Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory fields and
after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage

then those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage..

c. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail:

Sr.N
o

Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District
5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village
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7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number

9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance

11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document

13. Date and Time Users will get the information of the Date and Time of grievance

14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated

officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to

level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level

19. Reverted to
designated officer

Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to
District

Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status

4. Grievance Report Functionality

As per below screenshot, Users are able to view Grievance reports from the side menu.
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Fields Detail:

Sr.No Field Name Description

1. Grievance ID Users will get the information of the Grievance ID for which
grievance report generated.

2. Grievance lodge date
and time

Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of

grievance
9. Grievance Description Users will get the information of the Grievance Description

10. Responsible
designate officer

Users will get the information of the Grievance Responsible
designate officer

11. Responsible
designate officer
name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken name
15. Action taken date Users will get the information of the Grievance Action taken date
16. Status Users will get the information of the Grievance Status

❖ Grievance Appellate Authority (RIU Level)

1. Login

● User must reach the website through the link below : https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:
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● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.

2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email.
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3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page:

● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will get the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot
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● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.

● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name
6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance

10. Grievance Description Users will get the information of the Grievance Description

11. Responsible Designate
officer

Users will get the information of the Responsible Designate officer
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12. Responsible Designate
officer name

Users will get the information of the Responsible Designate
officer’s name

13. Process Flow Users will get the information of the Process Flow
14. Remarks Users will get the information of the Remarks

15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign,Revert and Forward.

2. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Resolve button, the below pop up will appear.
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Sr.No Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this field
and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.
● Once the grievance is closed by any respective officer at any stage then those grievance

will not be accessible.
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b. Forward Button

● This button is used to forward the grievance at the next level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Forward button, the below pop up will appear.
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Sr.No Field Name Description

1. Level This field provides the information of the next level in which
grievance will be forwarded. And this field is non-editable.

2. Designated Officer This field provides the information of the next level Designated
officer detail in which grievance will be forwarded. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage

then those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage.

c. Revert Button

● This button is used to revert back the grievance at the previous level.As per below screenshot

only responsible designated officers will get the access of this button as per process flow of

SMART organization.

● After clicking on the Revert button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

2. Designated Officer This field provides the information of the previous level
Designated officer detail in which grievance will be reverted. And
this field is non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage.

d. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail:

Sr.No Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which
grievance log report generated.

2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District
5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village

7. Pincode Users will get the information of the Citizen Pin code

110
User Manual-Grievance Module



8. Contact Number Users will get the information of the Citizen Contact Number

9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance

14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level

19. Reverted to
designated officer

Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status
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4. Grievance Report Functionality

As per below screenshot,Users are able to view Grievance reports from the side menu.

112
User Manual-Grievance Module



Fields Detail:

Sr.No Field Name Description
1. Grievance ID Users will get the information of the Grievance ID for which

grievance report generated.
2. Grievance lodge date

and time
Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and time

4. Citizen User name Users will get the information of the Citizen User name
5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of grievance
9. Grievance Description Users will get the information of the Grievance Description
10. Responsible designate

officer
Users will get the information of the Grievance Responsible
designate officer

11. Responsible designate
officer name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow
13. Remarks Users will get the information of the Grievance Action button

Remarks
14. Action taken Users will get the information of the Grievance Action taken name
15. Action taken date Users will get the information of the Grievance Action taken date
16. Status Users will get the information of the Grievance Status
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❖ Grievance Appellate Authority (PIU Level)

1. Login

● User must reach the website through the link below: https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user needs to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :

● As per below screenshots, Users can also redirect to this page from the side menu.
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● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.

● In Appealed Grievance, User will get the information of the total number of grievances which

are in the Appeal stage.
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● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through the Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name

6. District Users will get the information of the district

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance
10. Grievance Description Users will get the information of the Grievance Description
11. Responsible

Designate officer
Users will get the information of the Responsible Designate officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate
officer’s name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign,Revert and Forward.

3. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level.As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Resolve button, the below pop up will appear.
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Sr.No Field Name Description

1. Remarks Users can add remarks as per requirement through this field
and this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this
field and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory

fields and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will not

be accessible.

b. Forward Button

● This button is used to forward the grievance at the next level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.
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● After clicking on the Forward button, the below pop up will appear.

Sr.No Field Name Description

1. Level This field provides the information of the next level in which
grievance will be forwarded. And this field is non-editable.

2. Designated Officer This field provides the information of the next level Designated
officer detail in which grievance will be forwarded. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be forwarded by any respective designated officer at any stage

then those grievances will be forwarded to the next level and those grievances will not be

accessible at the current stage.
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c. Revert Button

● This button is used to revert back the grievance at the previous level.As per below screenshot

only responsible designated officers will get the access of this button as per process flow of

SMART organization.

● After clicking on the Revert button, the below pop up will appear.
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Sr.N
o

Field Name Description

1. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

2. Designated Officer This field provides the information of the previous level
Designated officer detail in which grievance will be reverted. And
this field is non-editable.

3. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.
5. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage.

d. Grievance Log Report Functionality

As per below screenshot, Users are able to view Grievance log reports after clicking on Grievance

ID.
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Fields Detail:

Sr.No Field Name Description
1. SMART_000000071 Users will get the information of the Grievance ID for which

grievance log report generated.
2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address

4. District Users will get the information of the Citizen District
5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village

7. Pincode Users will get the information of the Citizen Pincode
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8. Contact Number Users will get the information of the Citizen Contact Number

9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document

13. Date and Time Users will get the information of the Date and Time of grievance

14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level

19. Reverted to
designated officer

Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status

4. Grievance Report Functionality

As per below screenshot, Users are able to view Grievance reports from the side menu.
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Fields Detail:

Sr.No Field Name Description

1. Grievance ID Users will get the information of the Grievance ID for which
grievance report generated.

2. Grievance lodge date
and time

Users will get the information of the Grievance lodge date and time

3. Grievance close date
and time

Users will get the information of the Grievance close date and time

4. Citizen User name Users will get the information of the Citizen User name

5. District Users will get the information of the Grievance District
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6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of grievance

9. Grievance Description Users will get the information of the Grievance Description
10. Responsible designate

officer
Users will get the information of the Grievance Responsible
designate officer

11. Responsible designate
officer name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken name
15. Action taken date Users will get the information of the Grievance Action taken date

16. Status Users will get the information of the Grievance Status
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❖ Grievance Appellate Authority (PCMU Level)

1. Login

● User must reach the website through the link below: https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email.

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :
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● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.
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● In Appealed Grievance, User will get the information of the total number of grievances which

are in Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.No Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge Date

and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name

6. District Users will get the information of the District

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra or
not.

8. Grievance stage/level Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance

10. Grievance Description Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate
officer’s name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like Resolve,

Transfer, Assign, Revert and Forward.

4. Purpose of Action Buttons:

a. Resolve Button

● This button is used to close the grievance at the same level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of

SMART organization.
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● After clicking on the Resolve button, the below pop up will appear.

Sr.No Field Name Description

1. Remarks Users can add remarks as per requirement through this field and
this field is mandatory.

2. Document Upload Users can upload documents as per requirement through this
field and this field is non mandatory.

3. Close sign

Users can close the resolve pop up through this close sign.
4. Submit button Users can close the grievance after filling all the mandatory fields

and after clicking on this button.

● Once the grievance is closed by any respective officer at any stage then those grievance will

not be accessible.
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b. Revert Button

● This button is used to revert the grievance at the previous level. As per below screenshot only

responsible designated officers will get the access of this button as per process flow of SMART

organization.

● After clicking on the Revert button, the below pop up will appear.
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Sr.No Field Name Description

1. Level This field provides the information of the previous level in which
grievance will be reverted. And this field is non-editable.

2. Designated
Officer

This field provides the information of the previous level Designated
officer detail in which grievance will be reverted. And this field is
non-editable.

3. Remarks Users can add remarks as per requirement through this field and this
field is mandatory.

4. Close sign

Users can close the resolve pop up through this close sign.

5. Submit button Users can close the grievance after filling all the mandatory fields and
after clicking on this button.

● Once the grievance will be reverted by any respective designated officer at any stage then

those grievances will be reverted to the previous level and those grievances will not be

accessible at the current stage.

c. Grievance Log Report Functionality

As per below screenshot, Users can view Grievance log reports after clicking on Grievance ID.
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Fields Detail:

Sr.No Field Name Description
1. SMART_000000071 Users will get the information of the Grievance ID for which

grievance log report generated.
2. Name Users will get the information of the Citizen Name.

3. Permanent Address Users will get the information of the Citizen Address
4. District Users will get the information of the Citizen District

5. Taluka Users will get the information of the Citizen Taluka
6. Village Users will get the information of the Citizen Village
7. Pincode Users will get the information of the Citizen Pincode
8. Contact Number Users will get the information of the Citizen Contact Number
9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level

15. Designated officer Users will get the information of the Grievance Designated officer

16. Forwarded to level Users will get the information of the Grievance Forwarded to level
17. Forwarded to

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level

19. Reverted to
designated officer

Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to District Users will get the information of the Grievance Transferred to
District
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21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status
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4. Grievance Report Functionality

As per below screenshot, Users can view Grievance reports from the side menu.
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Fields Detail:

Sr.N
o

Field Name Description

1. Grievance ID Users will get the information of the Grievance ID for which
grievance report generated.

2. Grievance lodge date
and time

Users will get the information of the Grievance lodge date and
time

3. Grievance close date
and time

Users will get the information of the Grievance close date and
time

4. Citizen User name Users will get the information of the Citizen User name
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5. District Users will get the information of the Grievance District

6. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra

7. Level Users will get the information of the Grievance Level
8. Nature of grievance Users will get the information of the Grievance Nature of

grievance

9. Grievance
Description

Users will get the information of the Grievance Description

10. Responsible
designate officer

Users will get the information of the Grievance Responsible
designate officer

11. Responsible
designate officer
name

Users will get the information of the Grievance Responsible
designate officer name

12. Process flow Users will get the information of the Grievance Process flow

13. Remarks Users will get the information of the Grievance Action button
Remarks

14. Action taken Users will get the information of the Grievance Action taken
name

15. Action taken date Users will get the information of the Grievance Action taken date

16. Status Users will get the information of the Grievance Status
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❖ Grievance Expert Role

1. Login

● User must reach the website through the link below: https://smart-mh.org/

● Now user need to click on Login button as shown in the image below:

● After that the user need to enter his registered Email Id, password and click on the login

button as shown in the image.

● Once credentials are verified, users will be logged into the application.
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2. Forgot Password

● Users can Reset password by clicking on the “Forgot password” link as shown in the image

below.

● Users must enter the registered email ID or mobile number.

● Now user must click on send button

● Auto generated password will be sent on to the user’s registered Email Id.

● Now User can log in with the password which has been sent by email

3. Grievance List Dashboard

● After successfully user login, Users will reach to this Grievance list Dashboard page :
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● As per below screenshots, Users can also redirect to this page from the side menu.

● In dashboard user will got the information of Total Grievance, Grievance Unattended, Closed

Grievance and Appeal Grievance counter, Export to Excel and Export to PDF button, Grievance

grid with Action column as per below screenshot

● In Total Grievance, User will get the information of the total number of grievances which are

available.

● In Grievance Unattended, User will get the information of the total number of grievances which

are not attended.

● In Closed Grievance, User will get the information of the total number of grievances which are in

the closed stage.
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● In Appealed Grievance, User will get the information of the total number of grievances which

are in the Appeal stage.

● Users can export to excel the grid information through the Export to Excel button.

● Users can export to PDF the grid information through the Export to PDF button.

● In the Grievance Grid following columns will be displayed.

Sr.N
o

Field Name Description

1. Sr.No Users will get the information of the serial number.
2. Grievance ID Users will get the information of the Grievance ID
3. Grievance Lodge

Date and Time
Users will get the information of the Grievance Lodge Date and
Time

4. Grievance Closed
Date and Time

Users will get the information of the Grievance Closed Date and
Time

5. Citizen User Name Users will get the information of the Citizen User Name

6. District Users will get the information of the district

7. Residence of
Maharashtra

Users will get the information of the Residence of Maharashtra
or not.

8. Grievance
stage/level

Users will get the information of the Grievance stage/level

9. Nature of Grievance Users will get the information of the Nature of Grievance

10. Grievance
Description

Users will get the information of the Grievance Description

11. Responsible
Designate officer

Users will get the information of the Responsible Designate
officer

12. Responsible
Designate officer
name

Users will get the information of the Responsible Designate
officer’s name

13. Process Flow Users will get the information of the Process Flow

14. Remarks Users will get the information of the Remarks
15. Action Taken Users will get the information of the Action Taken
16. Action Taken Date Users will get the information of the Action Taken Date

17. Stage Users will get the information of the Stage
18. Action Users will get the information of the Action buttons. Like

Resolve, Transfer, Assign, Revert and Forward.

5. Purpose of Action Buttons:

a. Reply Button

● This button is used to reply or revert the grievance which was assigned by the respective

designated officer for expert advice. As per below screenshot only responsible designated

expert officers will get the access to this button as per process flow of the SMART

organization.

147
User Manual-Grievance Module



148
User Manual-Grievance Module



● After clicking on the Reply button, the below pop up will appear.

Sr.No Field Name Description

1. Remarks Users can add remarks as per requirement through this field and this
field is mandatory.

2. Close sign

Users can close the resolve pop up through this close sign.
3. Submit

button
Users can submit the grievance after filling all the mandatory fields and
after clicking on this button.

● Once the grievance is submitted by any respective expert officer at any stage then those

grievances will revert to the designated officer who has sent this grievance for expert advice.

And those grievances will not be accessible by expert officers.
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b. Grievance Log Report Functionality

As per below screenshot, Users can view Grievance log reports after clicking on Grievance ID.
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Fields Detail:

Sr.N
o

Field Name Description

1. SMART_000000071 Users will get the information of the Grievance ID for which the
grievance log report is generated.

2. Name Users will get the information of the Citizen’s Name.

3. Permanent Address Users will get the information of the Citizen’s Address
4. District Users will get information about Citizen District
5. Taluka Users will get information of about Citizen Taluka
6. Village Users will get information of the Citizen Village
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7. Pincode Users will get the information of the Citizen Pin code
8. Contact Number Users will get the information of the Citizen Contact Number
9. Email Id Users will get the information of the Citizen Email Id
10. Nature of grievance Users will get the information of the Nature of grievance
11. Description Users will get the information of the Grievance Description
12. Upload Document Users will get the information of the Uploaded Document
13. Date and Time Users will get the information of the Date and Time of grievance
14. Level Users will get the information of the Grievance Level
15. Designated officer Users will get the information of the Grievance Designated

officer
16. Forwarded to level Users will get the information of the Grievance Forwarded to

level
17. Forwarded to the

designated officer
Users will get the information of the Grievance Forwarded to
designated officer

18. Reverted to level Users will get the information of the Grievance Reverted to level
19. Reverted to

designated officer
Users will get the information of the Grievance Reverted to
designated officer

20. Transferred to
District

Users will get the information of the Grievance Transferred to
District

21. Transferred to
designated officer

Users will get the information of the Grievance Transferred to
designated officer

22. Assigned to
designated expert
officer

Users will get the information of the Grievance Assigned to
designated expert officer

23. Auto Escalated to
Level

Users will get the information of the Grievance Auto Escalated to
Level

24. Auto Escalated to
Officer

Users will get the information of the Grievance Auto Escalated to
Officer

25. Remarks Users will get the information of the Grievance action button
Remarks

26. Status Users will get the information of the Grievance Status
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