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CASE REGISTRATION:

· When a grievance arrives at the MJSK, the Samvad Expert lodges it, a unique registration number is generated and an SMS alert goes to the complainant automatically. And the registered grievance automatically sent to the grievance Allocator desk. 
· In Case of Emergency cases, the registered grievance is directly forwarded to concerned officers for immediate action with SMS.

ALLOCATION AND SEGREGATION OF CASE:

· Allocators will segregate the grievance on prescribed parameters. 
· Correct the language of case registered at T/C level.
· They can modify the information of Case/Grievance mentioned in registration form by T/C. But first data information will be remaining same in Master Data base.
· After segregation of case; allocators will forward the grievance to district/department nodal officer or Grievance analyst.
·  
Compliance Coordination:

· The compliance team sorts out and evaluates the ATRs and contacts the complainant to enquire about his/her satisfaction. If the complainant disagrees with the reply, then the complaint is again sent to the nodal officer for re-action with genuine remark. If a complainant is satisfied with the compliance, the complaint is closed.

Follow up Expert: 

· Follow of non-complied, Unsatisfactory and TAT failed cases; He or She will directly call to responsible officials; where the grievance will be presently dealt.
· Selection of Grievance for review (out of automated shortlisted grievance)
· He or She has right to disposed the grievance manually with genuine remark. 

Compliance Analyst: 

· Approval of Unsatisfactory cases
· Analysis of Major ATR received at MJSK level.
· Monitoring of Compliance Experts data.
· Profiling of resolved cases:
· All category wise
· Separate (Major or General)
· Allocation of Districts

Grievance Analyst: 
· Analysis of grievance forwarded by Allocators.
· Analyst will forward the grievance to concerned nodal officer for further action.
· Analyst can locally examined or disposed the cases; if the grievance will be out of state jurisdiction or will not fulfill MJSK prescribed parameters. 



DISTRICT OR DEPARTMENT NODAL OFFICERS

· As the grievance arrives at the District or Department Nodal Officer’s desk, it is forwarded to the concerned subordinates for further action. The officer inputs Action Taken Report (ATR) and sends to the District or Department Nodal Officer. The Nodal Officer sends this ATR to the MJSK (Compliance Team). 
· Nodal officer can review & monitor the grievances pending at their subordinate’s level.
· Nodal officer can generate reminder against pending grievances from reminder box.

Departmental Subordinates at State, Circle or Division level

· As the grievance arrives at the Departmental Sub. Desk, it is forwarded to the concerned subordinates for further action. The officer inputs Action Taken Report (ATR) and sends to the Department Nodal Officer. The Nodal Officer sends this ATR to the MJSK (Compliance Team). 
· They can review & monitor the grievances pending at their subordinates.
· They can generate reminder against pending grievances.

Departmental subordinate at District Level: AC, DDC, etc)

· As the grievance arrives at Subordinate desk, it is forwarded to the concerned subordinates for further action or complied at own level. The inputs Action Taken Report (ATR) sends to respective Nodal Officer. The Nodal Officer sends this ATR to the MJSK (Compliance Team). 
· They can review & monitor the grievances pending at their subordinate’s level.
· They can generate reminder against pending grievances.

District or Departmental subordinate at Block Level: BDO, CO, BSO,   BEEO, etc)
· As the grievance arrives at Block Subordinate desk, it will be complied at own level. The inputs Action Taken Report (ATR) sends to respective Nodal Officer. The Nodal Officer sends this ATR to the MJSK (Compliance Team). 
· They can review & monitor the grievances pending at their subordinate’s level.
The can generate reminder against pending grievances.
