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MUKHYAMANTRI JAN SAMVAD KENDRA
(Jharkhand State Grievance Redress System)

The Mukhyamantri Jansamvad Kendra receives complaints by various modes of communication:
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LIST OF USERS
PANEL- A (Jansamvad)
Level A.1- Samvad Expert
Level A.2- Allocator
Level A.3- Compliance Expert
Level A.4 Follow up Expert
Level A.5 Compliance Analyst
Level A.6 Grievance Analyst
Admin Dashboard
PANEL- B (Nodal officers)
Level B.1 (Dist. Or Department Nodal Officers.
Level B.2- Dept. Subordinates at State, Division or Circle level
Level B.3- Departmental Subordinates at Dist. level (AC, DDC, DEO, etc.)
Level B.
4: Block level subordinates of 
District
 & Department Nodal officers 
(BDO, CO, 
BSO, BEEO, 
etc.)
PANEL- C 
(Dept. Secretary or Secretary to Chief Minister)
)




















USER PANEL- A
 (
Note: * is mandatory Key
)
Level A.1 (SAMVAD EXPERT)
Role & Right: 
· Grievance registration.
· Reminder generation.
· General Enquiry 
· Schemes Enquiry
· They can locally examine the duplicate cases.
· Samvad Experts has no right to view the mobile 
-number of complainant; unless they will not enter the
-system generated OTP.

Note: 
· Districts may or may not be fixed for every Samvad Experts.
· 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 forward to the grievance Allocator desk. 
· In Case of Emergency cases, the registered grievance is directly forwarded to concerned officers for immediate action.

Format of Grievance registration Form:
Complainant information
· Complainant Name*
· Father’s/Husband Name*
· Mobile Number* and Alternate Mobile Number
· Aadhar Number
· E-mail ID
· Age*
· Gender*
· Caste Category * (General, OBC (BC-I & BC-II), SC and ST) 
· Occupation
· PIN Code
· *Address (for rural: District, Block, Panchayat & Village and For Urban: Nagar Panchayat/ Municipal Council or Corporation and Ward No. or Mohalla).
· Police Station*
· Assembly constituency or Name of MLA*
· Division*

Level of Grievance: 
· State Level Complaint: Department *
· District level Complaint: District * 
· Block level Complaint:  District & Block * 
· Panchayat level Complaint: District, Block & Panchayat *
· Village level Complaint: District, Block, Panchayat & Village*

Complaint Description:

· Language: Hindi or English
· Word limit: 1000 words.
Evidence: Grievance related petition or evidence uploading option (Up to 25 MB).


Level A.2 (Allocator)
Menu: 									Note: Districts will be fixed.
· Grievance registration 
· Grievance allocation
· District
· Priority or 
· Both
· Schemes details (With Search Engine facility)

Role & Right: 
Allocators will segregate the grievance on different parameters:

· Class of Grievance: Public, Govt. Servant or Others.
· Nature of Grievance:  Option: Individual, Public interest and Institutional
· Priority: Option: Emergency, Urgent and Moderate (TAT automatically fixed as per grievance priority).
· Departmental Name: Agriculture, Animal Husbandry & Cooperative Department.
· Department category: Administrative, Functional, Financial, Corruption, Planning and Policy.
· Departmental Sub Category: Administrative (Recruitment, Retirement benefit, etc.)
· Functional: Compensation, Manipulation in Pond Renovation, etc.
· Financial: Non Payment, Allocation of Fund, etc.
· Corruption: Bribe, etc.
· Planning: Requisition for pond renovation, etc.
· Policy: For Policy making or amendment.
· They can locally examine of duplicate cases.
· Language correction of grievance registered at Samvad Expert level.
· Complaint against which govt. officials: (BDO, CO, OI, AC, DDC, etc)
· They can modify the information of grievance mentioned in grievance registration form by Samvad Experts. But Level A.1 information will be remaining same in Master Data base.
· After segregation of grievance; allocators will forward the grievance to district/department nodal officer or Information analyst. 
· Selection of Grievance for review (out of automated shortlisted grievance)
· Allocators can locally dispose off the duplicate cases.
 


LEVEL A.3 (Compliance Expert)					Note: Districts will be fixed.

Menu:
· Grievance registration
· Compliance:	
· District wise
· Department wise
· Class wise
· Priority wise
· Nature wise

· Evidence:
· Grievance number
· Registration Number
· Mobile Number
· Aadhar Number
· Reminder
· By entering Grievance or registration number
· Compliance report:
· Summary 
Role & Right:
· 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.
· Selection of Grievance for review (out of automated shortlisted grievance)

LEVEL A.4 (Follow up Expert)

Menu

· Grievance registration
· Follow up
· TAT failed cases
· Unsatisfactory cases
· Non complied cases
· Evidence:
· Grievance number
· Registration Number
· Mobile Number
· Aadhar Number 
· Search
· Reminder:
· By entering Grievance or registration number
Role & Right:
· 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. 

LEVEL A. 5 (Compliance Analyst)

Menu
· Grievance registration
· Compliance Analysis:
· Forwarded cases by Compliance Experts
· Unsatisfactory cases from Compliance Experts desk for approval and remark

· Evidence:
· Grievance number
· Registration Number
· Mobile Number
· Aadhar Number
· 
· Reminder
· By entering Grievance or registration number
· Compliance report:
· Summary 
· Detailed Summary of Compliance Experts
· Govt. official’s performance report.
Role & Rights:
· 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
· Selection of Grievance for review (out of automated shortlisted grievance)

LEVEL A.5 Information Analyst:

Menu
· Grievance registration
· Grievance Analysis:
· Major cases forwarded by Allocator
· Cases for analysis or locally Examined *X:
· RTI Matters 
· Court related / Subjudice matters 
· Grievance against Central Government
· Religious matters 
· Suggestions
· Planning
· Policy

· Evidence:
· Grievance number
· Registration Number
· Mobile Number
· Aadhar Number
· Reminder
· By entering Grievance or registration number
·  
· Compliance report:
· Summary 
· Detailed summary of compliance
· 
Role & Rights:
· 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 the above mentioned parameters *X.
· Monitoring of Grievance Experts.
· Allocation of Districts to Allocators.
· Selection of Grievance for review (out of automated shortlisted grievance).

PANEL B (DISTRICT OR DEPARTMENT NODAL OFFICERS)

Level B.1 District & Department Nodal Officer

MENU
· Grievance Inbox
· Grievance received from MJSK
· Grievance received from Dist. Or Dept. Nodal Officer
· Monitoring Desk:
· Cases received
· Cases Forwarded
· Response received
· Non Complied Cases
· Compliance Summary
· Resolved Cases
· Solution In process
· Solution under long term 
· Unsatisfactory
· Under examination at MJSK level
· Unseen or Untouched
· Under review after call 

· ATR Received
· ATR received from Dept. Nodal Officer
· ATR received from Dist. Subordinates
· ATR received from Dept. Subordinates at Dist. Level.
· ATR Sent
· ATR sent to Jansamvad
· ATR sent to Dept. Nodal Officer
· Profile
· Update you profile * Date of Joining must be entered with Name, Mobile Number and email ID.
· Change your password
· Change your security question 
· Return back cases from Jansamvad
· Performance Sheet  Ranking
· Recommended cases:
· For Weekly Review
· For Seedhi Baat
· Recommended cases for DC’s Desk.
· Subordinates:
· List of District Subordinates
· List of Departmental subordinates at Dist. Level
· Create Subordinate (Name, Mobile Number, email id is mandatory and date of appointment as nodal officer is mandatory)
· Reminder:
· Reminder generation option: (Dept. Nodal officer, Dist. Or Dept. Subordinates) 
· Reminder received from Jansamvad
· Reminder received from Dist. Or Dept.
· Reminder received from Jansamvad
· Recommended cases for Review:
· Weekly review
· Seedhi Baat
· Reports
· Resolved cases
· In Process cases
· Solution Under long term cases
· Unsatisfactory cases
· TAT failed cases
· List of Emergency or Urgent or Moderate case
· E chat:
· Write to Jansamvad
· Sent
· Draft
· Search
· Grievance Number
· Registration Number
· Aadhar Number
Role & Right:

· 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.

Level B.2 Departmental Subordinates at State, Circle or Division level

MENU
· Grievance Inbox
· Grievance received from Dept. Nodal Officer

· Monitoring Desk:
· Cases received
· Cases Forwarded
· Response received
· Non Complied Cases
· Compliance Summary
· Resolved Cases
· Solution In process
· Solution under long term 
· Unsatisfactory
· Under examination at MJSK level
· Unseen or Untouched
· Under review after call 

· ATR Received
· ATR received from Dept. Nodal Officer
· ATR received from Dist. Subordinates
· ATR received from Dept. Subordinates at Dist. Level.
· ATR Sent
· ATR sent to Jansamvad
· ATR sent to Dept. Nodal Officer
· Profile
· Update you profile
· Change your password
· Change your security question 
· Recommended cases for Review:
· Weekly review
· Seedhi Baat
· Reports
· Resolved cases
· In Process cases
· Solution Under long term cases
· Unsatisfactory cases
· TAT failed cases
· List of Emergency or Urgent or Moderate case
· E chat:
· Write to Jansamvad
· Sent
· Draft

Role & Right:
· 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.

LEVEL B.3: (Departmental subordinate at District Level: AC, DDC, etc)

MENU
· Grievance Inbox
· Grievance received from District Nodal Officer
· Grievance received from Dept. Nodal Officer

· Monitoring Desk:
· Cases received
· ATR Sent
· ATR Pending (At Nodal Officer’s desk or Jansamvad Desk)
· Non complied cases
· Compliance Summary
· Resolved Cases
· Solution In process
· Solution under long term 
· Unsatisfactory
· Under examination at MJSK level
· Unseen or Untouched
· Under review after call 

· ATR Received
· ATR received from Dept. Nodal Officer
· ATR received from Dist. Subordinates
· ATR received from Dept. Subordinates at Dist. Level.
· ATR Sent
· ATR sent to Jansamvad
· ATR sent to Dept. Nodal Officer
· Profile
· Update you profile * Date of Joining must be entered with Name, Mobile Number and email ID.
· Change your password
· Change your security question 
· Recommended cases for Review:
· Weekly review
· Seedhi Baat
· Reports
· Resolved cases
· In Process cases
· Solution Under long term cases
· Unsatisfactory cases
· TAT failed cases
· List of Emergency or Urgent or Moderate case
· E chat:
· Write to Jansamvad
· Sent
· Draft




Role & Right:

· 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.

LEVEL B.4: (District or Departmental subordinate at Block Level: BDO, CO, BSO,   BEEO, etc)

MENU
· Grievance Inbox
· Grievance received from District Nodal Officer
· Grievance received from Dept. Nodal Officer

· Monitoring Desk:
· Cases received
· ATR Sent
· ATR Pending (At Nodal Officer’s desk or Jansamvad Desk)
· Non Complied Cases
· Compliance Summary
· Resolved Cases
· Solution In process
· Solution under long term 
· Unsatisfactory
· Under examination at MJSK level
· Unseen or Untouched
· Under review after call 

· Profile
· Update you profile * Date of Joining must be entered with Name, Mobile Number and email ID.
· Change your password
· Change your security question 
· Recommended cases for Review:
· Weekly review
· Seedhi Baat
· Reports
· Resolved cases
· In Process cases
· Solution Under long term cases
· Unsatisfactory cases
· TAT failed cases
· List of Emergency or Urgent or Moderate case
· E chat:
· Write to Jansamvad
· Sent
· Draft

Role & Right:

· 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.

Departmental Secretary DASHBOARD

Menu:
· Grievance related to Planning
· Grievance related to Policy
· Referred cases from District Nodal Officers
· Referred cases from Department Nodal Officers.



Secretary to Chief Minister DASHBOARD

Menu
· Master Summary: 
· Total Call done
· Inbound
· Outbound
· Grievance registered 
· Grievance generated
· Grievance locally examined 
· Schemes Enquiry
· Previously registered grievance enquiry
· Referred cases for Review:
· Weekly review
· Seedhi Baat
· Compliance Summary:
· Resolved Cases
· Solution In Process
· Solution under long term
· Unsatisfactory cases
· Under examination at Jansamvad
· Under review after call to complainant
· Unseen or Untouched
· e-chat
· Write to Jansamvad
· Sent	

ADMIN DASHBOARD
Mukhyamantri Jansamvad Kendra
MENU
· Master Creation:
· User Creation Management (All User details)
· District creation
· Department creation
· Village, Panchayat, Block, Corporation or Council, Ward, District, Department, Division, Assembly Constituency.

· Master Summary: 
· Total Call done
· Inbound
· Outbound
· Grievance registered 
· Grievance generated
· Grievance locally examined 
· Schemes Enquiry
· Previously registered grievance enquiry
· Compliance Summary:
· Resolved Cases
· Solution In Process
· Solution under long term
· Unsatisfactory cases
· Under examination at Jansamvad
· Under review after call to complainant
· Unseen or Untouched

· Chat Menu
· Inbox
· Sent
· Draft
· Nodal officers profile management
· Review Record:
· Weekly review
· Seedhi Baat
· Search:
· Grievance 
· Schemes
· Bulk Message:
· Schemes related automated bulk messages
· Monitoring Desk
· District (Separate or State level)
· Department (Separate or State level)
· Notice:

· Reports:
                             The reports can be generated on different parameters:

· District
· Block level
· Panchayat level
· Village level
· Department
· Nature of Grievance
· Class of Grievance 
· Priority of Grievance
· Age group wise
· Gender wise
· Area wise (Rural or Urban)
· Department Category (Administration, Functional, Financial, etc)
· Department Sub Category
· Division
· Police Station
· Assembly constituency
· Performance report of Govt. officials.
· Complaint against which govt. or PRI member related reports.
· 
These reports can also be present in graph.
 Role & Right:
· All type of reports generation right.
· He or she has right to send bulk messages to public or govt. officials with content.
· Right to publish notice on web interface.
· Approval of Shortlisted Grievance for Review (Weekly review & Seedhi Baat).
· All right of User Management.





MJSK, Jharkhand


District  Nodal Officer


Dist. Subordinates (BDO, CO, etc.)


Dept. Subordinates at District level (AC, DDC, DEO, etc.)


Department Nodal Officer


Deputy Secretary or others.


The Mukhyamantri Jansamvad Kendra, Jharkhand


Sub-ordinates of Mukhyamantri Jansamvad Kendra


Dept. or Dist. Sub-ordinates at State, Division & District level.

























