
 In order to allow citizens to file their 

grievances related to the functioning of Jal 

Shakti Department, an online Complaint 

Redressal Mechanism has been devised by 

the department, which shall facilitate the 

redressal of grievances of the general public 

in a speedy and transparent manner. 

Jal Sunwayi
Grievance Redressal Portal
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 It automates entire grievance procedure right from its registration to 
closure of complaint

 All complaints, irrespective of the source (GoI/ HLG References 
Monitoring Cell / directly filed), or supervisory office from where the 
complaint is being monitored, can be processed through this software

 Facility of flexibly forwarding the file to any level officer in the field.

 Fair and speedy means of grievance handling

 Round the clock availability of portal hence real time status

 Greater transparency in complaints dealing procedure, facility for 
applicant to track status of file.

 Streamlined and systematic grievance reporting

 Advantage over paper-based systems

Main features of Jal Sunwayi
Grievance Redressal Portal
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Test Run Status

 The portal is presently in operation for

only officers/officials

 The system is presently being tested and

users have been created at multiple

levels of hierarchy under various HoDs

 Trainings of users at various levels have

been conducted and all HoDs have

been sensitized about utility of the

software.

 A number of complaints have been

forwarded to HoDs and after obtaining

ATRs electronically , are being disposed

as part of Soft Run.
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MODULES

Complaint Registration

Track Complaint

Dashboard

Add Officer

Add Sub Category

View Complaint

Linked Complaints
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MODULES

Add Subsequent Comments

Forward Complaint

Pull back Complaint

Send back Complaint

Disposal Of Complaint

Closure Of Complaint

Complaint History

Search Complaint
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To register complaint, complainant has to provide mobile number and
email address for receiving OTP.

COMPLAINT REGISTRATION
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OTP SCREEN

Complainant next enters the OTP received on his mobile / email
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SUBMISSION OF COMPLAINT
Complainant fills up his complaint details along with his personal details. Active mobile
number and functional email id is required for registration. Option to attach supporting
documents is also available
Officers too have an option to initiate complaint at their end. Option to do so is available
after login.
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List of Categories to choose from for

the convenience of citizens.
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TRACKING COMPLAINT

Complainant can track the status of his complaint by providing unique
complaint number (generated at the time of filing complaint) and
registered mobile number. Complete travel history of complaint along
with date and time are shown
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DASHBOARD

Graphical representation of complaints received, disposed and pending
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ADD OFFICER 
(Any new)

This option is used to add officers
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ADD SUB CATEGORY

This option is used to add sub category for grouping of complaints 
(Section Wise)
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ASSIGN SUB CATEGORY
(on the basis of source)

This option is used to assign sub category to received complaints
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VIEW COMPLAINT

Officer can view complaints grouped under Pending, Response
Submitted and Closed categories
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CLOSED COMPLAINTS

Officer can view closed complaints and re-open for verification, if
desired

16



ADD SUBSEQUENT/ADDITIONAL FACTS/COMMENTS

Officer can add subsequent SUBSEQUENT/ADDITIONAL FACTS comments to
any pending complaint which later on are shown in the complaint history
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TRAVEL HISTORY OF  COMPLAINT

Complete travel history of complaint along with the subsequent
comments by department head is visible to the officer, along with the
option to forward / dispose the complaint along with uploading of
ATR (action taken report)
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PULL BACK COMPLAINT

If desired, an officer can pull back any forwarded complaint
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SEND BACK

An officer can send back a complaint if wrongly forwarded to
him by his superior
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CLOSURE OF COMPLAINT

Complaint can be closed at the level of department head based on
the ATR submitted by the subordinate officers
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COMPLETE COMPLAINT HISTORY

Department head / officers can view the complete history of a
complaint along with the submitted ATRs
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SEARCH COMPLAINT
A complaint can be searched using different search criteria like sub 

category, mobile number, email id and status of complaint like 
Pending / Disposed  / Closed 
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Thanks
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