|
L

RajasthanSampark
Getting Started Guide
& User Manual

For Citizen

1/9/2015
Government of Rajasthan

Department of Administrative and Reforms

—




User Manual

Table of Contents

N [ { oo [¥ ot o o H U P T PP P TP O PP PP PPPPPPTN 5
1.1 FEAtUIEs fOr CItiZENS.....eiiiiiieiiie et ettt ettt e s b e sbe e e sabeeesaree s 6
1.2 SYSTEM OVEIVIEW. ..citiiiiiieiei ittt e e ettt e s e e e et ettt ss e e e e e eeeataaaeeeeaeeaessenssseseaeensssnsnnsseanes 7

1.21 How to Reach the Portal? ... 8
1.2.2 Grievance Processing WorkfloOW.............uuuiiiiiiiiiiiiiiiiiiiiieeeeeeaes 8

2 Getting Started ..., 10
2.1 [ o] ol = T= o F 11
2.2 REGISTEIING NEW CItIZEN.ciiiiiiiiiiii it e e e et s e s e e e e e abbbaeeeeaaeennees 14
2.3 LOZEING IN @S @ CILIZEN 1ciiiiiiiiiii it e e e e e a it s s e e e e e e e atbbaaaeeseaseneees 20
2.4 DASNDOAId ...coooiiiiie ettt e e st e e e e e st e e e s bbeee e s 21

2.4.1 AV T o 11U UUERRRN 22
2.4.2 Ta] o o) G TP PP PP P PP PPUPTPOPPI 23
243 SEANCN GrIBVANCE. .....eiiiieiiiie ettt ettt ettt e e st e e e s abee e e s ebbeeeeennnees 26
2.4.4 NOLICE/BUIETIN BOAId ....uvvveeiiiiiiieitiieeeee ettt e e e e e e e e naraees 26

3 LOAGING GrIBVANCE .coee e e e i 27

L T Y €Y g =AY T g [ol =Y = U LN 38

5 SENA REMINGEN ...ttt e e st e e st e e e e bbee e e s nreeeeeeaneeeas 41

6 Other Attributes fOr CItIZENS ....cooeiiiei e e 43
6.1 Y=o | 1ol A 7=~ L=ty T o IO 43
6.2 HEID oo, 45
6.3 ANNOUNCEMENT L.ttt s e s s s s e e e e e e e s e eeeeas 46

Introduction Page 2



User Manual

Table of Figures

Fig 1.1: System Overview

Fig 1.2: Scenarios of registration

Fig 1.3: Workflow of different processes 8
Fig 2.1: Home screen: Rajasthan Sampark 10
Fig 2.2: Home Screen-About Sampark 11
Fig 2.3: Home Screen-Contact Us 12
Fig 2.4: Home Screen-Citizen Corner: 12
Fig 2.5: Home Screen- CUG Area, For Departmental Users 13
Fig 2.6: Home Screen- Quick Links 13
Fig 2.7: Register Here 14
Fig 2.8: Register-Personal Details 14
Fig 2.9: Personal Details-Id Proof- 14
Fig 2.10: Register-Contact details 15
Fig 2.11: Contact Details-District 15
Fig 2.12: Contact Details-City/Town 16
Fig 2.13:Contact Details-Ward 16
Fig 2.14: Register-Login Details 16
Fig 2.15: Verification for already applied user 17
Fig 2.16: Mobile Number verification 18
Fig 2.17: Email Verification 18
Fig 2.18: Mail for verification 19
Fig 2.19: Verification Complete 19
Fig 2.20: Login here 20
Fig 2.21: User Login 20
Fig 2.22: Recover password through SMS 20
Fig 2.23: Recover password through Email 20
Fig 2.24: Dashboard 21
Fig 2.25: My Profile 22
Fig 2.26: Edit Profile 23
Fig 2.27: Change Password 23
Fig 2.28: Inbox 23
Fig 2.29: Grievance Status 24
Fig 2.30: Grievance Details 24
Fig 2.31: My Disposed Grievances 25
Fig 2.32: Grievances in Processing 25
Fig 2.33: Search Grievance 26
Fig 2.34: Notice/Bulletin Board 26
Fig 3.1: Lodge Grievance- registered user 27
Fig 3.2: Lodging grievance from home screen 27
Fig 3.3:Register Grievance 28

Introduction Page 3



User Manual

Fig 3.9: Grievance Area Detail

Fig 3.21: Grievance Saved

Fig 4.1: View grievance status

Fig 4.2: Grievance status details

Fig 4.3: View status-homepage

Fig 5.1: Reminder:

Fig 5.2: Grievance reminder

Fig 5.3: Sent Reminder

Fig 6.1: Feedback form
Fig 6.2: Suggestion form

Fig 6.3: Help

Fig 6.4: Announcements

Fig 3.4: Register Grievance-Complainant’s Details 28
Fig 3.5: Complainant’s Details-Id Proof 29
Fig 3.6: Complainant’s Details-District 30
Fig 3.7: Complainant’s Details-Block/Panchayat Samiti 30
Fig 3.8: Complainant’s Details-Gram Panchayat 30
31
Fig 3.10: Grievance Area Detail-District 31
Fig 3.11: Grievance Area Detail-City/Town 32
Fig 3.12: Grievance Area Detail-Ward 32
Fig 3.13: Grievance Area Detail-Police Station 33
Fig 3.14: Grievance Area Detail-Constituency Area 33
Fig 3.15: Grievance Detail-Department Type 34
Fig 3.16: Grievance Detail- Department Related to Grievance 34
Fig 3.17: Grievance Detail- Service/Scheme Related to Grievance 35
Fig 3.18: Grievance Detail- Grievance Category 35
Fig 3.19: Grievance Detail- Grievance Issue 36
Fig 3.20: Grievance Detail- Upload document 36
37
38
38
39
Fig 4.4: View status-non registered user 39
Fig 4.5: View status-non registered user 40
41
41
42
Fig 5.4: Send Reminder-Home page 42
43
44
45
46
47

Fig 6.5: Announcements-Document Download

Introduction

Page 4



User Manual

1 Introduction

The User Manual contains all essential information for the user to make full use of the Grievance
Management system. This manual includes a description of the system functions and capabilities,
contingencies and alternate modes of operation, and step-by-step procedures for system access and

use. Pictures have been used to make the operation clear to the user wherever possible.

Rajasthan Sampark is an innovative e-Governance project implemented by the Department of
Information Technology & Communication, Government of Rajasthan. The project paves the way for
a common man to reach the departments of the State Government for their queries and concerns,
with the help of telecommunication tools and web portal. It enables the departments to disseminate

the information about various schemes and programs being run for the benefit of the citizens.

Rajasthan Sampark primarily consists of State level Call Centre with Integrated web portal which will
work as single point contact centre to cater various citizen centric queries and grievances for any
public services rendered by the State Government and its entities. Rajasthan Sampark Call Centre
handles inbound as well as outbound telephone calls, for the citizen and related services backed by

Rajasthan Sampark Portal.

This system does the registering and monitoring of the grievances till the final disposal and also
creates a record of the disposed grievances so they can be referred in future. Registering is done
through different means either directly by the citizens or by the departmental user. Both the
workflows are handled separately and with complete detailing. After the Registration, the grievances
are analysed and concerned actions are taken. The system records the details of the grievances and
keeps a track of the actions taken on the grievance. The grievances can be shared among the
different departments of government and allocated to the designation that is appropriate to redress

it.
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1.1 Features for Citizens

This application has been developed for the ease of local citizens to lodge their grievances to the
government and keep a track of the processing of the grievances. A number of features are provided

for the citizens:

— Register as a citizen on the portal and create a user profile.

— Lodge grievances regarding public, private or service matters.

— Send Reminders to the department regarding a grievance already registered.

— Send feedback/suggestions for the improvement of the grievance redressal system.

— Track the status of the grievances registered by the user.

— Download the format of the Application form both in Hindi and English language if he wishes
to submit the grievance directly to the office.

— View the announcements made by the department.

— Get complete information regarding the project and get contact details for the office.

Introduction Page 6
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1.2 System Overview

This application is web based interface and supports integration with different means to register the
grievances from common man. The means for the registration can be through the online
registration, calls to the organization, integration with social networking sites, mobile application
and so on. It maintains the disposal of the grievance according to defined hierarchy of the
organization. The hierarchy can be defined for different levels as demographical, office,
administrative. The monitoring of the application would be maintained according to the defined
workflow.

The main aim of the application is to track the process of grievance redressal. This would include the
registration of the grievance and then monitoring the grievance. Also, maintaining a record of the
details of the grievance after its disposal.

Registration

Moderation

Grievance Processing

Verification

Feedback/ Suggestion

Fig 1.1: System Overview
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1.2.1 How to Reach the Portal?

Social Media

Kiosk
Call Center

~

Web Portal
Department Login
User

— -
=

Fig 1.2: Scenarios of registration

1.2.2 Grievance Processing Workflow

Grievance
Registration

Grievance
Moderation

Allocate

Dispose

Pullback Re-open

Verification

Fig 1.3: Workflow of different processes
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— Moderation of grievance: Before any other action takes place, the moderation details
should be compulsorily mentioned.

— Allocate: To assign the grievance to a particular user (designation) along with the details and
rights of allocation. Allocation rights may also include rights whether the grievance can be
completely disposed or will require approval from some other user.

— Transfer: In case the allocated department to the grievance is out of scope and some other
department should be liable for the grievance.

— Dispose: If the grievance has been taken care of and in a condition to be disposed. If the
grievance is already in a condition, it can be disposed at first step also.

— Pullback: If a grievance is already allocated and some other action is required to be taken, it
should be pulled back to enable other actions.

— Re- Allocate: The grievance already allocated can be re-allocated to other user if not
considered in scope. This allocation is considered as re-allocation. In fact, an allocation
process done second time on a grievance would be considered re-allocation, no matter
whatever the processes have been.

— Re-open: Once a grievance has been disposed, no further actions would be allowed on it.
But re-open option would be available, if the grievance is not considered satisfactorily
disposed and a request has been received to re-open it. After the re-open option is used, all
other actions would be available.
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User Manual

2 Getting Started

You can access Rajasthan Sampark portal by visiting portal link: http://sampark.rajasthan.gov.in/ .

The landing page of the portal looks similar to this:-

TSN H¥gh 4(2&;
RAJASTHAN SAMPARK N
Home About Sampark Help Feedback Contact Us

HTIRT FEITA & | WELCOME

THACH TET FH AHT F Wt o g s HT
FHEATHAT T TS0 9 & ATS+a 908 & | 337 99 319
TR

1. AT FTET F FITEE 5T HAEAIST I HAAST Gt FEe
g |
2. Jad HTHET Td T 09T 9T TS §ET el 9 T
e T TAEETAT W st ST o T |
3. THES= @ie ¥ed (18001806127) 9 wiw & Head &
TSRTTAT W&o AT T IHEAT FOAT WIoT FleT o7 o1 e
e |

wmore

™ 1800-180-6127

VIEW GRIEVANCE STATUS h“‘ SEND REMINDER
A}

B fr feafy ad Breraa & gEeATor

ANNOUNCEMENT CITIZEN CORNER CUG AREA, For Departmental User

Download Application Form  Hindi | English| Login Here |

* User Manual for Citizen m
Register Here Login Here Register Here ‘

Department of Administrative Reforms, Government of Rajasthan, Jaipur

Contact Us
Quick Links & =T3Edls Tar Uity Rajasthan Sampark

¥ ChiefMinister Ofice % Government of Rajasthan % DolT&s % Web Directory ¥ ARD ¥ 0N Free - 18001805107 . WIT
E-mail : rajsampark@rajasthan.gov.in

@ 2014 of Raji DoIT&C, All rights reserved. Disclaimer

Copyrigh

Fig 2.1: Home screen: Rajasthan Sampark
The Landing page provides following options to the user:

— Register a Grievance by clicking on the link “Lodge your grievance” button.

— View the status of the Grievance already registered by the citizen

— Send Reminders about a grievance already registered

— View Announcements made by the Rajasthan Sampark team.

— Send feedback regarding grievance redressal.

— Download Application Form in both English and Hindi language for Grievance registration if
the citizen wish to submit the grievance personally at the Rajasthan Sampark Office.

— A new citizen can register by clicking on the link “Register Here” provided under “Citizen
Corner” section.

— Ifacitizen is already registered he can login to the portal by clicking on the link “Login Here”.

Getting Started Page 10
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2.1

Home Screen

Home screen of the portal provides all the basic features through which a user can understand the

functionality of grievance registration system. Also it helps the user to know more about Rajasthan

Sampark. Following are the features available on home screen:

About Sampark: On clicking the link “About Sampark” user is directed to the interface
shown in the image below. It provides a small description regarding how Rajasthan
government is striving for excellent citizen service by ensuring transparency and timeliness

in grievance redressal. User gets an overview of what the portal is all about.

o RIS FH b )t
L RAJASTHAN SAMPARK X
overnment o a]ast an
Home About Sampark Help Feedback Contact Us

About Rajasthan Sampark

Government of Rajasthan is dedicated to bring in transformation in the way of citizen centric govemnance in the
state. For this the government of Rajasthan has been continucusly striving to bring in excellence in citizen service
delivery by ensuring transparency and minimizing grievances. As an initiation to ensure proper service to the
citizen. a project named ‘Rajasthan Sampark” has been implemented through Department of [T and
Communicaticns. The project paves the way for a common man to reach the departments of the State Government
for their queries and concemns, with the help of Infermation Communication and Techneology (ICT) Interventions.

Rajasthan Sampark aims towards providing citizens with a centralized platform where any citizen of the state can
lodge his/ her grievances to the respective departments. It primarily consists of a State level Call Center with
integrated web portal which will act as a single peint of contact for addressing and redressing various citizen
centric queries and grievances related to government services. Citizens can lodge their grievances against any
government department/ office through this pertal and the grievance will further be sent to the respective office/
department for redressal.

Through Rajasthan Sampark, Government of Rajasthan intends to achieve all important aspects of good
governance viz. Robust Delivery System, Transparency, Communication, Grievance Redressal and Sensitivity
towards citizens.

Department of Administrative Reforms, Government of Rajasthan, Jaipur

Contact Us
Quick Links + Z3s ool Utiity  Rajasthan Sampark
. e
& ChietlinisierOfice ¥ Govermmert of Rajashan )Y DAITeC ¥ Web Diectory ¥ ARD ¥ op i 0L : Vir
Copyright @ 2014 Government of Rajasthan. DolT&C, All rights reserved. Disclaimer

Fig 2.2: Home Screen-About Sampark

Help: It consists of some frequently asked questions to help the user in case of any queries.
It has been explained later in Chapter 6: Help.

Feedback: User is provided with a feature to send a feedback or suggestion to the
government regarding the grievances. On clicking this link, user will be directed to
feedback/suggestion form. Detailed explanation to send a feedback/suggestion is given in

Chapter 6: Feedback/Suggestion

Contact Us: This page contains the toll free number and Email Id of Rajasthan Sampark
portal through which a citizen can lodge a grievance or contact the government in case of

any discrepancies.

Getting Started Page 11
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g TSR FH9H .({ VY
-
o5

s nin RAJASTHAN SAMPARK
Government of Rajasthan
Home About Sampark Help Feedback Contact Us
Contact Us
Rajasthan Sampark Government of Rajasthan -,7 -7
o< S
Call center number : 1800-180-6127 (Toll Free) "o > LS\
E-mail : rajsampark@rajasthan.gov.in . 'dif( /
B,
/) ' —
Department of Administrative Reforms, Government of Rajasthan, Jaipur
Contact Us
Quick Links & =T3S TEar Utility Rajasthan Sampark w
Toll Free : 1800-180-6127
gl Nl i Nl nl -
Py Chief Minister Office - Government of Rajasthan - DolT&C - ‘Web Directory - ARD Py E-mail - rajsampark@rajasthan.gov.in IT
Copyright ® 2014 Government of Rajasthan. DolT&C, All rights reserved. Disclaimer

Fig 2.3: Home Screen-Contact Us

— Toll Free Number: 1800-180-6127 is a toll free number for the call center of Rajasthan
Sampark. Citizens who do not wish to lodge a grievance online, can call on the given number
and give details about the grievance to the department who would further send it to the
concerned officials.

— Lodge Your Grievance: To register a grievance user may click on this link. User will be
directed to grievance registration form. Detailed procedure to lodge a grievance has been
explained in Chapter 3: Lodging Grievance.

— View Grievance Status: User can keep a track on the actions taken on registered grievances
and check its status. This section has been explained in detail in Chapter 4: View Grievance
status.

— Send Reminder: Once a grievance is lodged, user can not only check its status but also send
reminder to the government to take necessary action to speed up the redressal process.
Procedure to send a reminder has been explained in Chapter 5: Send Reminder.

— Announcement: Latest updates and announcements made by the government are shown in
this section of the portal. User can download relevant documents from here. It has been
explained in Chapter 6: Announcement

— Citizen Corner: Features for citizens like downloading application form, registering and
logging into the portal are available in this section of the homepage.

@ LODGE YOUR GRIEVANCE A\ VIEW GRIEVANCE STATUS 7 \\ SEND REMINDER
1
. /L

I D
R =t Y/ frera £ Rufy i NG/ A w1 o

el s

\,

ANNOUNCEMENT CITIZEN CORNER CUG AREA, For Departmental User
Download Application Form  Hindi | English Login Here ‘
o User Manual for Citizen m
Register Here Login Here Register Here ‘

Fig 2.4: Home Screen-Citizen Corner
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— CUG Area, For Departmental Users: This section is for the departmental users to register

and login to the system.

LODGE YOUR GRIEVANCE 8. VIEW GRIEVANCE STATUS yy . SEND REMINDER
1 \
g - 1 1 \
] . ] . 3 I
Rrararer oot ¢ Y frewe & Rt i Y, w3 g
. Download Application Form  Hindi | English Login Here
+ User Manual for Citizen {00F
Register Here Login Here Register Here ‘

Fig 2.5: Home Screen- CUG Area, For Departmental Users

— Quick Links: This section provides link to some related websites which may be of use to the
citizen. It includes links to Chief Minister’s Office, Government of Rajasthan, DolT&C, Web
Directory and ARD (Department of Administrative Reforms). User may click on any of the link

to get more information regarding it.

Contact Us
Quick Links = ST3aTs feef Utility  Rajasthan Sampark V
IT

W — - - - - - v oll Free : 1800-180-6127
& Chief Minister Office " Government of Rajasthan " DolT&C & Web Directory A ARD & E-mail : rajsampark@rajasthan.gov.in

Fig 2.6: Home Screen- Quick Links
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2.2  Registering new citizen

Click on the “Register Here” button under Citizen Corner section.

ANNOUNCEMENT

+ Sampark Portal CM 1k
¢ Test Annomncement

¢ Test Announcement 2

CITIZEN CORNER CUG AREA, For Departmental User

Download Application Form  Hindi | English Login Here

mtem Login Here

"h-._‘__‘___'__./

Register Here

Fig 2.7: Register Here

On clicking the “Register here” button, user will be directed to the “Citizen Registration” form. The
form contains 3 sections: Personal details, Contact details, Login details.

Personal Details

The preview of Personal Details section is shown in the image below:

Personal Details
" Name

* Father's Name

* Gender

D Proof

Upload Photograph
{Allowed Image size 20-30 kb

Isha Mehta
Hemant Mehta
Female v

~Select One- v D Numbsr

Choose File |No file chosen

Fig 2.8: Register-Personal Details

- Name: The user needs to enter full name as mentioned on the ID proof.

- Father’s name: User is expected to enter father’s name.

- Gender: Select gender category from the drop down list.

- ID Proof: The user has to provide with an Identity proof document at the time of registration
of a grievance. Any one of the options listed in the drop-down list has to be selected
depending on the document that would be used by the user for the registration.

Personal Details
* Name

* Father's Name

* Gender

1D Proof

Upload Photograph
(Allowed Image size 20-30 kb

Contact Details
Phone No

* Mobile Number

Getting Started

Isha Mehta

Hemant Mehta

Female v

~-Select One-- v 1D Number
[~Select One—- ]

Aadhar Card

Bank Account Number
Driving Licence

Nrega Job Card

Pan Card

Passport

Ration Card

| Voter Id

Fig 2.9: Personal Details-Id Proof
Page 14
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-~ ID Number: The number on the ID proof selected in the previous field is to be provided

_ Upload Photograph: User has to upload a photograph. Click on the | ©heese File | 4ion

to select an image from your computer. The size of the image allowed is 20-50 KB.

Contact Details

The preview of Contact Details section is shown in the image below:

Contact Details
Phone No

* Mabile Number

91 0294 2410297

91 9460351585

Area Type Rural Urban '®

* Address 163, Ashok Nagar Road No. 11

* Country India v * State v
* District —-Select One— ¥ * City/Town v
*Ward -Select One—- v Street

Pin Code

— Phone no: Enter the landline number (if any). STD code has to be mentioned.

Fig 2.10: Register-Contact details

— Mobile number: Enter the mobile number which would be used for further correspondence.

— Area Type: Select the area type i.e., rural or urban.

— Address:

correspondence with the user.

Provide complete permanent address which would be used for further

— Country, State, District, City/Town, Ward, and Street: Select the appropriate location

details for the mentioned fields from the drop down menu. District and city/town fields
would become active only after the user enters the state.

* Father's Name ' Dungarpur Al
Ganganagar
* Gender Hanumangarh
Jaipur
D Proof Jaisalmer 1D Number
Upload Phot h Jalor
SEERIPIEDTED Jhalawar
(Allowed Image size 20-30 kb Jhunjhunu
Contact Details Jodhpur
Karauli
Phone No Kota
Nagaur
* Mabile Number Pali
Pratapgarh
Area Type Rajsamand
Sawai Madhopur
. Sikar
Address el
Sirchi
* Country Tonk * State Rajasthan
aalp
* District -Select One- v * CityTown -Select One--
*Ward -Select One- v Street
Fin Code

Getting Started

Fig 2.11: Contact Details-District
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Contact Details
Phone No
* Mobile Number

Area Type

* Address

* Country

* District

* Ward

Fin Code

* Gender

1D Proof

Upload Photograph
(Allowed Image size 20-30 kb

Contact Details
Phone No
* Maobile Number

Area Type

* Address

* Country

* District

*Ward

Pin Code

91 0294 2410297
91 9460351585

Rural Urban '®

163, Ashok Nagar Road No. 11

India
Udaipur

~Select One-

Fig 2.12: Contact Details-City/Town

A

T

-Select One-- .

Ward Mo -
Ward No -
Ward Mo -
Ward No -
Ward Mo -
Ward No -
Ward Mo -
Ward Mo -
Ward No - 10
Ward Mo - 11
Ward No - 12
Ward Mo - 13
Ward No - 14
Ward No - 15
Ward No - 16
Ward No - 17
Ward Mo - 18
Ward No - 19

[E=R==T = RS I S S )

-Select One--

33001

* State
* CityTown

Streat

1D Number

* State
* City/Town

Street

Fig 2.13:Contact Details-Ward

~Select One-
Bhinder
Fatehnagar
Kanod
Salumber

~Select One-

123456

Rajasthan
Udaipur

Ashok Nagar

- Pin Code: The user needs to provide the pin code for the district mentioned in the previous

field.

Login Details

The preview of Login Details section is shown in the image below:

Login Details

* Email

(will be used for login purpose)

* Password

isha.mehta(@e-connectsol

Confirm Email

Confirm Password

isha.mehta(@e-connectsol

¥ There by declare that all the facts submitted above are true and correct to the best of my knowledge and belief

Getting Started

Fig 2.14: Register-Login Details

Apply

Cancel
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- Email: The user is required to provide an Email id which will be used for login purpose. Once
the registration process is complete, user would receive a mail on the mentioned Email Id

providing username and password for Rajasthan Sampark portal.
- Confirm Email: Re-enter the Email id mentioned in the previous field.

- Password: Enter a password which would be used for login purpose. The password must

contain a number, an alphabet and a special symbol.
- Confirm password: Re-enter the password entered in the previous field.

Select the checkbox # against the statement “I hereby declare that all the facts submitted above

are true and correct to the best of my knowledge and belief.”

Click on the ““PP¥| putton to complete the registration process. Thereafter user will be directed to

mobile number and Email verification. If the user wants to suspend the registration due to any

Cancel

reason, click on the button.

If a user has filled the registration form earlier but the verification process is pending, he can directly

click on the link | have already applied but could not complete the verification process on top of the

application form. On clicking this link a dialogue box would appear on the screen.

Provide the Mobile number and Email ID same as that mentioned in the registration from. Click on

RESERAOTE b tton to begin the verification process. A onetime password (OTP) will be sent on

user’s mobile number.

Please enter your details to continue verification

* Mobile Number 9460351585

* Email 1D isha.mehta@e-connectsolutions.c

Resend OTP

Fig 2.15: Verification for already applied user

Getting Started Page 17
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Credential Verification Process

— Mobile Number Verification: A onetime password (OTP) will be sent to user’s mobile
number. This is done so as to confirm that the mobile number provided is correct and
owned by the user. It is necessary for security reasons because this mobile number will be
used for further correspondence with the user. The user is required to enter the OTP

Verify OTP

received on the given mobile number. Click On button to confirm the verification.

This OTP is active for only 10 minutes. If user is not able to confirm the verification within

this time, click on the Resend OTe button. A new OTP will be sent to user’s mobile number.

The preview of mobile number verification process is shown in the image below:

X !
NIRRT {JHh j;
RAJASTHAN SAMPARK <:\’
Government of Rajasthan
Home About Sampark Help Feedback Contact Us
Citizen Registration
Mobile Number Verification
A One Time Password has been sent to vour mobile number: (To be used in naxt 10 minutas only)
Dlease enter the code to verify your mobile number. Verify OTP| Resend OTP
Department of Administrative Reforms, Government of Rajasthan, Jaipur
Contact Us
Quick Links ST3ars fgar Utiity  Rajasthan Samp
- 180101
Iv Chief Minister Office Iv Government of Rajasthan Iv DolT&C Iv Web Directory Iv ARD Iv E#I;rﬁe o WlT
Copyright @ 2014 Government of Rajasthan. DolT&C, All rights reserved. Disclaimer

Fig 2.16: Mobile Number verification

— Email Verification: Similar to mobile number verification, an Email would be sent to the
user’s Email ID to verify whether the mentioned Email ID is correct or not. The preview of
Email verification page is shown in the image below:

TSI A+ 6 g%’}
= = RAJASTHAN SAMPARK g
overnment o .ll.lﬁt an
Home About Sampark Help Feedback Contact Us

Citizen Registration

You application for registration has been accepted, and a verifcation mail has been sent to your email id: isha.mehta@e-connectsolutions.com
Please login to your registered Email ID for verification and complete the registration process.

<< Back to Home | | Apply For New Registration

Department of Administrative Reforms, Government of Rajasthan, Jaipur

Contact Us
Quick Links SEAAS TRar Utility Rajasthan Sampark
180018
.v Chief Minister Office .v Government of Rajasthan .v DolT&C 'v Web Directory .v ARD .v -Er?r‘\:;rl% WIT
Copyright ® 2014 Government of Rajasthan. DolT&C, All rights reserved Disclaimer

Fig 2.17: Email Verification
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The user would receive an Email on the registered Email ID. Click on the link click here provided in
the mail to complete the verification process. This verification mail sent to the user looks as follows:

SGMS : Citizen Registration
donotreply.rajsampark@raj.gov.in

This might be a phishing message and is potentially unsafe. Links and other functionality have been disabled. Click here to enable
functionality {not recommended].

Tue 3/24/2015 1:00 PM

izha, mehta@e-connectsolutions, com; isha.mehta @=-connectsolutions. com

Dear Isha Mehta

Please click on the following link to complete vour registration process on Rajasthan Sampark
Portal click here.

If the click does not work, You can also copv below link in vour browser to continue verification
process.

This is a system generated email. Please do not reply.
eMitra mobile application (android/ windows phone) is now available on Google Play Store
and Windows Phone Store.

Fig 2.18: Mail for verification

— Verification Complete: After mobile number and Email verification has been done, the user
would receive username and password through Email and SMS. These would be used by the
user for login purpose in future. This marks the completion of registration and verification
process. The preview is available in the image below:

TSTRRTTH AP (%:,
- - RAJASTHAN SAMPARK N
overnment o a]ast an
Home About Sampark Help Feedback Contact Us

Citizen Registration

Congratulations ISHA MEHTA

You are now registered Citizen User on RAJASTHAN SAMPARK PORTAL. You will shortly receive login Id and Password in Email and SMS.
Proceed through login

Department of Administrative Reforms, Government of Rajasthan, Jaipur

Contact Us
Quick Links S3AwE Tgar Utility  Rajasthan Sampark
:ChiefMinisterOfﬂce Av Government of Rajasthan Av DolT&C :Web Directory AVARD : 'EI'?IIT[IaFirIee/L% WlT
Copyright ® 2014 Government of Rajasthan. DolT&C, All rights reserved. Disclaimer

Fig 2.19: Verification Complete
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2.3 Loggingin as a citizen

Click on the “login here” button under Citizen Corner section.

ANNOUNCEMENT

* User Manual for Citizen m

CITIZEN CORNER

Download Application Form  Hindi | English

CUG AREA, For Departmental User

Login Here

Register Here

Register Here (Togin Here

Fig 2.20: Login here

A dialogue box as shown in the image below appears on the screen. User has to enter the login id
and password along with the captcha code shown. The Eye icon (*®*) provided at the end of the
password field, enables user to see the password that is entered by the user. After entering all the

necessary information, user can click on the WS button provided. If user, due to any reason,
does not know or remember the password, user can click on Forgot Password provided to recover

the password.

User Login (For Citizen Only)

User ID * isha. mehta(@ e-connectsolutions.com

Password *

Forgot Password

=]

Fig 2.21: User Login

If user, due to any reason, does not know or remember the password, user can click on Forgot

Password provided to recover the password. User is redirected to the following interface

Forgot Password

Select Mode of Recovery

Mobile Number

Forgot Password

Select Mods of Recovery

Email ID

Getting Started

Email '® SMS
(9460351585

In case of any query please contact to Rajasthan Sampark Call Center: 1800-180-6127

Fig 2.22: Recover password through SMS

* Email ' SMS
isha.mehta@e-connectsoluti

In case of anv query please contact to Raiasthan Sampark Call Center: 1800-180-6127

Fig 2.23: Recover password through Email

Send Password
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Click on | SENEFASSWOId] v 1ion. User will receive password through SMS or Email as per the
recovery mode selected. User can then login to the portal with the password received.

2.4 Dashboard

After successful login, the user will be directed to the dashboard. Preview of the dashboard is show
in the image below:

N .
TTSETT HEg$h y X
RAJASTHAN SAMPARK <'<
Government of Rajasthan ~
e o welcome Isha Mehta ) LocouT
A ¥ 2 S = (&
Home Lodge Grievance View Status Feedback  Reminder Help
Search Grievances
My Profile Inbox
GO
Marne o
0
Fathers Marme: - -
0 Notice/Bulletin Board
Mokile Mo:
Fhone Mo:
Type:
Pincode
Country
State
District:
ity
Street:
Ermail d:
ID Proof.
ID Number:
Edit Profile Change Password
Department of Administrative Reforms, Government of Rajasthan, Jaipur
Quick Links Contact Us
" Chief Minister Office ¥ Government of Rajasthan % DolT&C W State Directory L% ARD " Rajasthan Sampark
Tall Free : 18001505127 i
E-mall : rajsampark@rajasthan.govin
Copyright ® 2014 Government of Rajasthan. DolT&E, All rights reserved Disclaimer

Fig 2.24: Dashboard
Following are the widgets available on citizen’s dashboard:

- My Profile

- Inbox

- Search Grievances

- Notice/Bulletin Board
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2.4.1 My profile

“My Profile” helps user to view his basic information as provided during the registration process.

My Profile
MName:
Father's Mame:

Maobile No:

Phone Nao:
Type:
Pincode:
Country:
State:
District:
City:
Street:
Email Id:
ID Proof:
ID Number:
Edit Profile Change Password

Fig 2.25: My Profile

User can either edit his profile or change password by clicking on Edit Profile or Change Password

respectively.

- Edit Profile: User is redirected to the page as shown in the image below. This page contains
the information provided by the user during the registration process. In case of any
discrepancies, user can edit information. User’s photograph can also be uploaded. Click on

the Choose File

button to select an image from your computer. The size of the image
allowed is 20-50 KB. After editing the entire information click on m button for

saving changes. If no modification is required, click on the - button.
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Edit Profile

*Mame

* Father's Mame
* Gender

1D Proof

1D Mumber

Phane Mo

Area Tvpe

*Address

* Country
* District
*Ward

Pin Code

* Email
[will e wsed for ogin purpose)

Isha Mehta

Hermant Mehta

Upload Photograph
(Aliowed Image size is 20-30 kb

* hiobile Mumber

Fermale T
--Select One— v

5TD PHOME NUMBER
Rural Urban

.

163, Ashok MNagar Road No. 11

India
Udaipur

Ward Mo - 1

isha mehta@e-connectsol

v * Slate

v * CityTawn

v Sireet
Canfirm Email

Fig 2.26: Edit Profile

Chooge File | Mofile chosen
91 9460351585

Rajasthan ¥

Udaipur v

- Change Password: For changing password, user is expected to enter the old password,

followed by his new password. For avoiding any discrepancies, user has to retype the new

password in “Confirm Password” text box. After filling all entries, click on button
for changing the password.

Change Password

Old Password
New Password

Confirm Password

2.4.2 Inbox

Change Password

Fig 2.27: Change Password

This widget shows the status of user’s grievances under three different heads. It includes My
Grievances, My Disposed Grievances and My Grievances in Processing.

Getting Started

Inbox
My Grie
My Disp

Fig 2.28: Inbox
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— My Grievance: It shows the number of grievances lodged by the user. Clicking on the
number lists all grievances under the user’s name. The grievance status detail page is shown
in the image below.

ISR D
RAJASTHAN SAMPARK

)
= -
=~

Government of Rajasthan

E Welcome Isha Mehta ) LoGouT
() ¥
Home Lodge Grievance View Status Feedback Reminder Help
Dashboard ~ Grievance Status Detail
iz = g
Total Records : 4
q n et . n e . o Pending
SNo. Grievance Id Date Subject Description Relief Required Pending With Last Action Since(Days) Status
0415086000802/ 02-Apr-2015| compliance to law immediate action required - 02-Apr-2015 1 Disposed
Feedback
& 0415086000798/ 02-Apr-2015 Youth Affairs & Sports 02-Apr-2015 1 Reopened
Department,Principal .
Secretary({Administration),Youth RO
Affairs & Sports Department HO
3 0315276000678/1)  26-Mar- | abc par - - - Under A
5015 Progress Reminder
4 0315127000636/ 25-Mar- non compliance to traffic rules proper traffic management - - - Under R i
2015 Progress eminder

Fig 2.29: Grievance Status

User can click on the Grievance Id for example, 0315127000636/1 to view grievance details. User is
redirected to following interface:

Dashhoard — Grisvance Status Detail  Grievance Detail

=

MName l—sigfngd:thl\;iﬁfgm Gender Female
Mobile Mo 9460351585 Phone Mo
Persanal ID A 1D Mumber A
addrass ;{i?égil;%lfm;g:rﬁoad Ma. 11, Udaipur, Pincode s
Grievance Entry Source Webh
Registered At Event - Jansunval 1D & Description
Detail Received Through - Respective Detail
Originating Officefauthority
Received Under - Event By
Priority
Grievance Category Public Grievance |ssue Breach of law or Rules fEncroachment
Grievance Area (Rural/Urban) Urban District Udaipur City/Town Ldaipur

Ward
Complaint Area Address 163, Ashok Nagar Road Mo 11
Subject Office Inspections
Description non compliance to traffic rules
Relief Reguired proper trafiic management
Received Through Zitizen Zoncern Department Administrative Reforms
Previous Grievance Reference |d Mo Owner Department Administrative Reforms
Reminder Date = Moderated Mo
Attached Document Moderated By MNA

Moderation Category

Fig 2.30: Grievance Details

On the right corner of grievance details page, user can click on any one of the following:
s

wy |Ix
= " export the grievance status to Word, Excel and PDF respectively and download

them. One can also send a reminder for a grievance by clicking on the link Reminder. For a disposed
grievance, Feedback can be sent.
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My Disposed Grievances: All grievances by the user which have been disposed off are

shown under this head of the inbox. Clicking on the number, user is directed to the interface
shown in the image below.

RTSIRRITT ¥ H

\_é,
B RAJASTHAN SAMPARK <\<
Government of Rajasthan
= S iy ) Welcome Isha Mehta () LogouT
£ s Q L (o E Q
Home  Lodge Grievance View Status Feedback  Reminder Help
Dashboard ~ Grievance Status Detail
iz X &
SNo. Grievance Id Date

Subject Description

1 0415099000802/ D2-Apr-2015| compliance to law

Total Records : 1
Relief Required

. - . Pending
Pending With  Last Action Since(

Days) Status.
immediate action required

02-Apr-2015 0 Disposed

Feedback

Fig 2.31: My Disposed Grievances

My Grievances in Processing: User’s grievances which are under processing i.e., if certain

action is pending on it, they are shown under this head of the inbox. On clicking the number,
user is directed to the following interface.

TSI F¥H

N\ O
1 ”
~
S RAJASTHAN SAMPARK g
Government of Rajasthan
= = S g Welcome Isha Mehta () LoGouT
w B Q fe B O
Home Lodge Grievance View Status Feedback Reminder Help
Dashboard ~ Grievance Status Detail
= 5 @
Total Records : 1
8 0 - . . . . - Pending
SNo. Grievance Id Date Subject Description Relief Required Pending With Last Action Since(Days) Status
1 0415009000798/1 02-Apr-2015 Youth Affairs & Sports 02-Apr-2015 |0 Reopened
Department, Principal .
Secretary(Administration), Youth Reminder
Affairs & Sports Department HO

Fig 2.32: Grievances in Processing

User can click on Reminder to notify the department to take necessary action on the grievance. Note

that first reminder can be sent only after 30 days of grievance registration. All subsequent reminders
can be sent in 15 days interval.

Getting Started
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2.4.3 Search Grievance
User is provided with the option to search a grievance directly. User needs to enter an appropriate

keyword and click on the G0 putton to search the grievance. Successful search would direct the
user to “Grievance Status Details” page. Keywords may include:

— Name of the user.

— Mobile number of the user as provided at the time of registration.
— Appropriate keywords for the grievance.

— Grievance Id.

Search Grievances

isha mehta GO

Motice/Bulletin Board

Fig 2.33: Search Grievance

2.4.4 Notice/Bulletin Board

All the latest updates and notices are displayed here.

Search Grievances

isha mehta GO

Notice/Bulletin Board

Fig 2.34: Notice/Bulletin Board
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3 Lodging Grievance

Rajasthan Sampark is a portal that serves as an interface between local citizens and the government
to help solving grievances in a more convenient and timely manner. The user is provided with the
feature to lodge a grievance to the government. User needs to click on the “lodge grievance” link as
shown in the image below:

g TSI FHh &,
AR

R RAJASTHAN SAMPARK
Government of Rajasthan
Welcome Isha Mehta ¢ Losout
Y
A Q
Home Reminder Help
Search Grievances
My Profile Inbox
_ Enter Ke e G0
Name Isha Mehta My Grievances 1
Fathers Name: Hemant Mehta My Disposed Grievances o - -
My Grievances in Processing i} Notice/Bulletin Board
Mobile No 9460351585
Phone No: -
Type: Urban
Pincode: -
Country: India
State Rajasthan
District Udaipur
City: Udaipur
Sireet -
Email ld isha.mehta@e-connectsolutions.com
ID Proof:
ID Number
Edit Profile Change Password

Fig 3.1: Lodge Grievance- registered user

User also has an option to lodge a grievance without registering on the portal. This can be done
directly from the home screen by clicking on the link shown in the image below:

g RTSTELTH HFgh (%( e
B

e RAJASTHAN SAMPARK

Government of Rajasthan

Home About Sampark Help Feedback Contact Us

HTISHT FEETA & | WELCOME

THEATT TFTHR T TTA=T F7 SeErar w7 oo e 3
FHAEAT T TR0 91 &1 AT 5a 1 & | $50 9% 379
T

1. TaAT FRETET SIS §F FATIHT ST HTaesd aof el
=T FiereT |

2. eI WA T TS TET 9 ST 0ETe w07 T
afee ©F H TArIal ol Gof sharst o HIaeT |

3. TS wie fdex (18001806127) 9% Wier & =z &
TITOAT & &of el g SHRT HOAT Wod Tt T T e
W |

..more

" 1800-180-6127

LODGE YOUR GRIEVANCE VIEW GRIEVANCE STATUS A, SEND REMINDER
"

e st 51 Freraa S e s

ANNOUNCEMENT CITIZEN CORNER CUG AREA, For Departmental User
Download Application Form Hindi | English‘ Login Here ‘
Register Here Login Here Register Here |

Fig 3.2: Lodging grievance from home screen
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User will be redirected to the following interface:

bid TSTEATT THTH f\:{/l
S RAJASTHAN SAMPARK <j
Back To Home @
TROT & FRAFI fAEdROT 8 FIIT LA & -

1. wEe s o e g |

2.  HURTAETEEA. (BN A/ UEEW A, HT9T 5, A AITS T, OA.0F. ¥ §ieE e e e |
3. A TE A FH ofEE £ TE § A Tw A T |

4, TS U E REmde et St ew FE v A

5. o o # seh srmvr e &t 3 wee Bt & rardefae | o oo s A E |
6. ¥R TREE &1 TS o F  Feas i e T |

7. ToF TR g e 0T uiETE ¥ TeaE g |

8.  &FARE Ourput Resolution(ppi) 150 T e &Y |

————

Fig 3.3:Register Grievance

Click on M button. Register grievance form will open up. User can see the form in a

English o0 HIndl 40 select the

language convenient to understand. Click on the button
language. The form contains 3 sections: Complainant’s Details, Grievance Area Details, and

Grievance Details.
Complainant Details

If a registered user is lodging a grievance, this section of the form will already contain user’s
information as provided during the registration process. No further changes could be made
thereafter. A non registered user is required to fill the complete information.

Group Grievance Yes

Mobile Mo * 91 -| 9460351585 Phone No 91 0294 2410297

1D proof Select One v Id No

Name * Gender Select One v
Father's/Husband's Name

Complete Address

Rural/ Urban ® Rural ) Urban PIN Code

Country * India v State * Rajasthan o
District* Select Cne v Block / Panchayat Samiti Select One v
Gram Panchayat Select One v Village

Email Address
Fig 3.4: Register Grievance-Complainant’s Details
— Group Grievance: There’s an option for the user to lodge a group grievance. This can be
done by selecting the checkbox as yes ( #! ) for the first field.
— Mobile number: Enter the mobile number which would be used for further correspondence.

— Phone no: Enter the landline number (if any). STD code has to be mentioned.
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— ID Proof: The user has to provide with an Identity proof document at the time of lodging a
grievance. Any one of the options listed in the drop-down list has to be selected depending
on the document that would be used by the user for the registration.

Group Grievance Yes
Mobile No* 91 - 9460351585 Phone No 91 | 0294 2410297
1D proof Select One v Id No
[ Select One '
Name* adarcad [ Select One '
Bank Account Number
Father's/Husband's Name Driving Licence
Nrega Job Card
Complete Address Pan Card
Passport
Ration Card
oter Id
Rural / Urban @ RUTAI_Urnan . PIN Code Q
Country * India v State * Rajasthan M
District* SelectOne v Block / Panchayat Samiti * SelectOne v
Gram Panchayat * Select One v Village *

Email Address

Fig 3.5: Complainant’s Details-Id Proof

— ID Number: The number on the ID proof selected in the previous field.

— Name: The user needs to enter his/her full name as mentioned on the ID proof.

— Father’s name: User is expected to enter his/her father’s name

— Gender: Select gender category from the drop down list.

— Complete Address: Provide complete permanent address which would be used for further
correspondence with the user.

— Rural/Urban: Select the area type to where the complainant belongs i.e., rural or urban.

— Country, State, District, Block/Panchayat Samiti, Gram Panchayat and Village: Select the
appropriate location details for the mentioned fields from the drop down menu. District,
Block/Panchayat Samiti, Gram Panchayat fields would become active only after the user
enters the state.
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Complainant's Detail
Dungarpur N

Group Grievance Ganganagar
Hanumangarh -
Mobile No* alpur Phone No 9102 2410207 |
Jaizalmer ~ I J
Jalor f l
ID proof halawar Id No 21323034 |
Jhunjhunu : '
Name * Jodhpur Gender ' Female v
Karauli : -
Father's/Husband’s Name Kota
Nagaur
Complete Address Fali
Pratapgarh
Rajsamand
Sawai Madhopur ! .
Rural /Urban Sikar PIN Code 1313001 Q
Sirohi : —
Country * Tonk State * | Rajasthan ‘l'|
Udaipur | |
District Select One City I Town*  SelectOne g
Ward * ‘ Salect One v Vilage* | |
Email Address ‘ |

Fig 3.6: Complainant’s Details-District

Complainant's Detail

Group Grievance O Yes
Mobile No* [91 | a460351585 ' PhoneNo [01 | 0204 || 2410287 |
ID proof | Aadhar Card \ Id No | 145663 |
Name * | Isha Menhta | Gender Bargaon
- Bhindar
Father's/Husband's Name | Hemant Mehta | Girwa
. Gogunda
Complete Address 163, ashok Nagar Road No_ 11 Jnadol
Kherwara
Kotra
Lasadiya
Rural { Urban ® Rural ) Urban PIN Code Mavli
Rishabhdev
Country * | India v State * Salumbar
Sarada
District* | Udaipur A\ Block | Panchayat Samiti Select One v
Gram Panchayat | select One \2 Village |
Email Address | |

Fig 3.7: Complainant’s Details-Block/Panchayat Samiti

Complainant's Detail

Group Grievance ] Yes

Mobile No ™ Bagdunga Phone No |91 || 0284 '|| 2410297 |
Bhanpura o
Bisma 1

ID proof i, i No | 145663 |

. Brahmano Ka Kalvana

Name Chatiyan Kheri | Gender | Female v
Chhali

Father's/Husband's Name Chitrawas |
Charbaavari

Complete Address Dadiya
Dhol
Dhundhi
Diyan

Rural / Urban G;’gum,a PIN Code | 313001 |
Gundali

Country ~ Jaswantgarh State = | Rajasthan \a
Jhadoli

District* Kachhaba Block / Panchayat Samiti | Gogunda v
Kamol h

Gram Panchayat Select One v Village | |

Email Address |

Fig 3.8: Complainant’s Details-Gram Panchayat
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— Pin Code: The user needs to provide the pin code for the district mentioned in the previous
field.

— Email Address: The user is expected to provide an Email Id which will be used for further
correspondence with the user.

Grievance Area Detail

Lodging Grievance

— Rural/Urban: Select the area type pertaining to the aggrieved area for which the user is
lodging a grievance i.e., rural or urban.

Grievance Area Details Same As Above I
Rural / Urban (O Rural® Urban PIN Code

District * SelectOne v City / Town* SelectOne v
Ward * Select One Y Village

Grievance Area *

Police Station Select One v Constituency Area Select One v

Fig 3.9: Grievance Area Detail
— Pin Code: The user needs to provide the pin code for the district mentioned in the previous
field.
— District, City/Town, Ward, Village: Select the appropriate location details for the mentioned
fields from the drop down menu.

Grievance Area Details Same As Above B

Rural/ Urban (O Rural@® Urban PIN Code 313001
District” | SelectOne v Ciy/Town® SelectOne
Dungarpur a )
Ward* Ganganagar Village *
Grievance Area* T;Eﬂ?angarh
Jaisalmer
Jalor
Police Station jpilri:jr:u Constituency Area Select One
Jodhpur
Grievance Detai P
R Kota Department Related To
Department Type Nagaur Gri[e‘:ance* Select One—
Service / Scheme Related To Ea“t ;
e
Grievance Category * g?kwai Madhopur Grievance Ilssue * Select One
ikar
Description * Sirohi
Tank

4

Fig 3.10: Grievance Area Detail-District
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Grievance Area Details Same As Above B

Rural Urban () Rural® Urban PIN Code 313001 Q
District * Udaipur v City I Town* ‘ Select One v ‘
) SelectOne
Ward * Select Cne v Village * Bhinder
Grievance Area* Eztﬁgg agar
Salumber

Police Station Select One v Constituency Area SelectOne Y

Fig 3.11: Grievance Area Detail-City/Town

Select One

Ward No-1
Ward No-2

Rural / Urban Ward No-3 PIN Code 313001 Q
Ward No-4

Country * State * Rajasthan v
Ward No-6

iotriog Ward No-7 5 B :

District Ward No-8 City / Town Udaipur v
Ward No-9

Ward* Ward Na-10 Village *
Ward No-11

Email Address Ward Mo-12
Ward No-13

Grievance Area Details Ward No- 14 Same As Above B
Ward No-15

Rural / Urban Ward No- 16 PIN Code 313001 Q
Ward No-17

District* Ward No-18 City | Town* Udaipur v
Ward No-19 -

Ward* | SelectOne v Village *

Grievance Area*

Police Station Select One v Constituency Area Select One A

Fig 3.12: Grievance Area Detail-Ward

— Grievance Area: Provide complete address of the locality for which user is lodging a
grievance and seeks some relief.

— Police Station: User needs to provide the police station which monitors the mentioned area
of grievance. One can select the police station from the drop down menu available.
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Grievance Area Details Same As Above Il

Rural / Urban
District *
Ward *

Grievance Area *

Police Station
Grievance Detail

Department Type *

Service | Scheme Related To
Grievance *

Grievance Category *

Description *

Relief Required *

() Rural@® Urban PIN Code 313001
Udaipur v City / Town * Udaipur v
‘Ward No -3 T Village
bhupalpura
| Select One A | Constituency Area Select One v
Select One
Ambamata
Bawalwara Department Related To
Bekaria Grievance * Select One— A
Bhinder
Bhopal Pura
Dabaok
Dhan Mandi Grievance Issue * Select One v

Fateh Nagar
Ghanta Ghar
Ghasa
Gogunda
Gordhan Vilas
Hathipale
Hiranmagri
Jawar Mines
Jhadole
Jhalara
Kanod
Kheroda 4

Fig 3.13: Grievance Area Detail-Police Station

— Constituency Area: Enter the constituency area applicable from the drop down menu

available.

Grievance Area Details Same As Above @

Rural / Urban
District*
Ward*

Grievance Area*

Police Station

Grievance Detail

() Rural® Urban PIN Code 313001
SelectOne
) : * Gogunda
City IT
Ucaipur ' fy I Town Jnadal
) Kherwara
WardNo-5 A Village * Mavii
Salumber
bhupalpura
Udaipur Rural
Vallabnagar
Bhaopal Fura v Constituency Area ‘ Select One v ‘

Fig 3.14: Grievance Area Detail-Constituency Area

- Department Type, Department Related to Grievance, and Service/Scheme Related to

Grievance, Grievance Category, and Grievance Issue: The user is expected to provide the

above mentioned grievance related details from the drop down menus available.

Lodging Grievance
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Grievance Detail
Department Type * | Select One v | g?sgim?f Related To Select One-- \{

Service / Scheme Related To Selsct One i
Grievance * Deparimenis and Offices
Bureaus, Boards, Commissions, Corporations and Federations
Grievance Category * Institutes, Academies and Universities e Issue * Select Cne v
Description *
maximum characters
Relief Required *

maximum characters
Have You Lodged Same

Grievance Earlier O Yes@®No
Upload Document Choose File | No file chosen (PDF/JPG Format, size upto 2 MB Only)

O Ihereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

(o Lo

Fig 3.15: Grievance Detail-Department Type

Grievance Detail

. Department Related To

Department Ty pe Departments and Offices v Grievance * Select One v |

Service | Scheme Related To SelectOne +

Grievance - SelectOne v
Agriculture Department I

Grievance Category * Select One v Grievance Issue * Agriculture Marketing Department

o Animal Husbandry Department

Description * Art Literature, Culture and Archaeology Department
Ayurved Department
Civil Aviation

Collectorate Ajmer
Collectorate Alwar
Collectorate Banswara
maximum characters Collectorate Baran
Collectorate Barmer
Collectorate Bharatpur
Collectorate Bhilwara
Collectorate Bikaner

Relief Required *

makinun characters Collectorate Bundi
Have You Lodged Same Collectorate Chittargarh
Grievance Earlier () Yes® No Collectorate Churu
Collectorate Dausa -
Upload Document No fle chosen (PDF/JPG Format, size upto 2 M8 Only)

@ I hereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

(e e

Fig 3.16: Grievance Detail- Department Related to Grievance
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Grievance Detail

Department Type * Departments and Offices v gﬁ,‘;ﬂ;’:’c‘;’“ Related To Administrative Reforms v
Service | Scheme Related To
P Select One v
. Select One .
Grievance Category * Office Inspecfions Grievance Issue * Select One v
Descrintion* Redressal Of Public Grievance
escription Refarmation Of Administrations/Governance
Others
maximum characters
Relief Required *
maximum characters
Have You Lodged Same
Grievance Earfier OYes@No
Upload Document Choose File | No file thosen (PDFIJPG Format, size upto 2 MB Only)

{0 I hereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

(o Lo

Fig 3.17: Grievance Detail- Service/Scheme Related to Grievance

Grievance Detail

Department Type * Departments and Cffices v gf&g:';‘? Related To Administrative Reforms v
é?:vﬁié:fmme Related To Office Inspections v
Grigvance Category * | Personal v | Grievance Issue * Select One v
Description * Select One
Personal
Public
Senvice Matters
maximum characters
Relief Required *
maximum characters
Have You Lodged Same
Grievance Earlier OYes@®No
Upload Document Choose File | Nofile chosen (PDF/JPG Format, size upto 2 MB Only)

(O I hereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

o

Fig 3.18: Grievance Detail- Grievance Category
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Grievance Detal

Department Related To

B N

Department Type Departments and Offices v Grievance * Administrative Reforms v

Service | Scheme Related To )

Grievance * Office Inspactions v

Grievance Category * Persanal v Grievance Issue * Select One v

Description * Select One
Inclusion/Registration In Service Or Scheme
PaymentiBenefit Of Regular Work Or Scheme
Corruption/ireqularity/Enguiry/nvestigation
Shortage Of General Facilities /RepairNew Sanction/Construction
Breach Of Law Or Rules [Encroachment

. Compliance Of Court Order
i MR Suggestions/dea For Reforms/Development
Relief Required * Miscellengous/Others

maximum @ELER characters

Have You Lodged Same

5 5 C "
Grievance Earlier OYes@No

Choose File | No file thosen

(O I hereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

o

Fig 3.19: Grievance Detail- Grievance Issue

E EE!! E One— v

Upload Document (PDFJPG Format, size upto 2 MB Only)

District *
Gram Panchayat * @@v|a v Computer » Local Disk () » - | y ‘ | Search Local Disk (£ p |
Grievance Area * Organize v New folder ~ 0 @
B Desktop N cw
Police Station 8 Downloads  — 1 by backups One v
‘@Dejer‘t
Department Type * E Libraries @Hydrangaas istrative Reforms v
Service / Scheme Re| [ Documents |2 [ Jellyfish
Grievance * o Music
Grievance Category [ Pictures on/Registration In Service Or Scher ¥
Description * B Videos
- Computer

Filename Desert ~ [AlFiles -

Relief Required *
I Open |vl ’ Cancel I

maximum Qe cCharacters

Have You Lodged Same

. . 9 -
Grievance Earlier O Yes@No

| Chaose File Noﬁlecnosenl

[ I hereby declare that all the facts submitted above are true and correct to the best of my knowledge and belief.

(o] oot

Fig 3.20: Grievance Detail- Upload document

Upload Document (PDF/JPG Format, size upto 2 MB Only)

— Description: Briefly describe the grievance for which the user is seeking relief. Try to provide
some key highlights about the grievance which would be of help to the concerned official.
The description should not exceed 2000 characters.

— Relief Required: Briefly explain what sort of relief the user is seeking. It would help the
concerned official to get a more precise view of the lodged grievance. The word limit should
not exceed 100 characters.
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— If the same grievance has been lodged previously then the user can select “Yes” against the
field “Have you lodged same grievance earlier”. If the grievance is being lodged for the first
time, select “No”.

— Upload Document: Necessary documents related to the grievance can also be uploaded.
User can upload a PDF/JPG format file whose maximum size can be 2 MB. Click on

 Choose File | hytton to do the same.

Select the checkbox against the statement | hereby declare that all the facts submitted above are

true and correct to the best of my knowledge and belief. Click on the button to submit the

grievance. If for any reason the user decides to suspend the grievance submission, click the

button.

On clicking the “Save” button; a dialogue box will appear on the screen displaying the grievance Id.

The preview is shown in the image below:

Grievance Saved Successfully, Your Grievance Id
is 0315276000678

3

Fig 3.21: Grievance Saved

The number of grievances under a user’s name would be reflected in the “My Grievance” feature
under the widget “Inbox” on the dashboard. User can click on the number to see the status of

grievances.
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4 View Grievance status

Rajasthan Sampark portal provides the user with a facility to view the status of grievances lodged.
User can keep track of the grievances and see with whom the grievance is pending, what action has
been taken or since how many days it is pending. Click on the link encircled in the image below to

view grievance status.

T

Government of Rajasthan

A

Home

My Profile
Name:
Fathers Name:

Mobile No
Phone No:
Type
Pincode:
Country
State:
District
City
Street:
Email Id:
ID Proof:
1D Number:
Edit Profile

Lodge Grevance Feedback

NTSTeRITH I¥h
RAJASTHAN SAMPARK

o

Help

WP
|
N\

~

Welcome Isha Mehta ) LoGouT

[iii}

Reminder

Search Grievances
Inbox

GO

=)

Notice/Bulletin Board

Change Password

Fig 4.1: View grievance status

The user will be redirected to the grievance status details page. The preview of the page is shown in

the image below:

Government of Rajasthan

() kg

Home

Dashboard  Grievance Status Detail

SNo. Grievance Id Date

1 0315276000678/1) 26-Mar-
2015

2 0315127000636/1| 25-Mar-
2015

A

Lodge Grievance View Status

abc

non compliance to traffic rules

ITSRTH T h

\ B
L
NN

RAJASTHAN SAMPARK N
I, e . Welcome Isha Mehta " Losout
Feedback Reminder Help
iz X “m

Total Records : 2

Subject Description Relief Required Pending With Last Action Si?':::?l;g;"s] Status

par - - - Under
Progress
Under
Progress

Reminder

proper frafic management = - P Reminder

Fig 4.2: Grievance status details

User can click on the Grievance Id for example, 0315127000636/1 to view detailed information of
the grievance as provided at the time of lodging the grievance. A reminder to take necessary action
on the grievance can also be sent by clicking on the link Reminder. It is explained later in Chapter 5:

Send Reminder

View Grievance status
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On the right corner of grievance details page, user can click on any one of the following:
=N

x:
= 5w to export the grievance status to Word, Excel and PDF respectively and download

them.

A non registered user can view grievance status from the home page itself by clicking on the link
shown in the image below:

TSI ¥ &H ‘(2?( .
RAJASTHAN SAMPARK N\
Home About Sampark Help Feedback Contact Us

HTYHT FEETT § | WELCOME

TFEA HEGH Fe WHFT F ST o oo s HiT
TALATHT FT TS0 9+ & JEaa 99 £ | 35 99 #T
R
1. TaaT ST # SR g7 HeAEAI3 HT IHeAars aof aiar
g |
2. durd HTAE UF T T 9 I 5 Feal 9
Ao T H T o Gt S T e |
3 fafww Fia Fe (18001806127) 9T ®iH & AOH &
TR & o7 HIF T SHST Faa W 40t &7 T o
graen |

wimnore

LODGE YOUR GRIEVANCE SN VIEW GRIEVANCE STATUS ,/' . SEND REMINDER
A
f—_— —_— 1
h 1
c c .
Brema oot &1 V) Brewa & Rufs &d “«._-—"’ e &1 qaeor
ANNOUNCEMENT CITIZEN CORNER CUG AREA, For Departmental User
Download Application Form  Hindi | English Login Here ‘
Register Here Login Here Register Here ‘

Fig 4.3: View status-homepage
On clicking on the link user will be asked to enter Grievance Id and Mobile no. / Phone no. / ID no.

Click on button to see the status of grievance. Click on @ button if any changes need to
be made in the above fields. The preview of the page is shown below:

Grievance status

Grievance Id 035127000636 Forgot grievance 1d? please click here
Or

Mobile no. / Phone no. /1D no. |

D

Fig 4.4: View status-non registered user
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On clicking the view button, user will be directed to the following interface

Grievance status

Grievance Id 0315127000636 Forgot grievance Id? please click here

Oor
Mobile no. / Phone no. /1D no.

=3
Basic Details Of Your Grievance
Grievance Id 0315127000636 Grievance Date 25-Mar-2015
Full Name Isha Mehta Address 183, Ashok Nagar Road No. 11
Email Id isha mehta@e-c onnectsolutions.com Owner Department

Administrative Reforms
Grievance Description

nen compliance to traffic rules

Grievance Status Under Progress Service | Scheme Office Inspet tions

Fig 4.5: View status-non registered user

User can see the basic details of grievance and check its status and action taken. Accordingly user
can send feedback/ suggestion to the government. This can be done by clicking on the button

o

. This is explained in detail in chapter 6: Other Attributes for Citizens.

View Grievance status
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5 Send Reminder

A reminder to take necessary action on the grievance can also be sent by the user. By sending a
reminder, user notifies the concerned official to speed up the process of grievance redressal. It can
be done by clicking on the link “Reminder” encircled in the image below:

' TSR A H {% 4
RAJASTHAN SAMPARK N\

Government of Rajasthan

D U O &

Home Lodge Grievance View Status Feedback

Welcome Isha Mehta O LosouT

Search Grievances
My Profile Inbox

Name
Father's Name:
Mobile No:

Phone No
Type
Pincode
Country:
State:
District:
City:
Strest:
Email Id:
ID Proof:
ID Number:
Edit Profile Change Password

GO

o o m

Notice/Bulletin Board

Fig 5.1: Reminder
The user is then redirected to the following page wherein Grievance Id or mobile no. /phone no. /ID

no. needs to be entered with some remarks regarding the grievance. Click on m or @ as
per the requirement.

RIS WD g{ 7
RAJASTHAN SAMPARK N

Government of Rajasthan

Send reminder

Grievance Id
or
Mobile no.! Phone no. /1D no.

Remarks

Fig 5.2: Grievance reminder

If mobile no. /phone no. /ID no. is provided by the user, all the grievances registered under the
user’s name opens up. The user can upload relevant documents and select the checkbox against
those grievances for which a reminder has to be sent. If user provides grievance Id on the grievance
remainder Page then only that particular grievance will be displayed on the screen. Click on

kil button. A reminder would be sent to the concerned official. The preview of this page
is as follows:

Send Reminder Page 41



User Manual

Send reminder

Grievance Id 0315276000678
or
Mobile no./ Phone no./ID no.

Remarks

Upload Document | Choose File |No file chosen (PDFJPG Format, size upto 2 MB Only)

5. No. Grievance Id Service | Schemes Status
1. 0315276000678/ Allotment/Regularization of Land Under Progress [m]
sent Reminder [ Reset |

Fig 5.3: Sent Reminder

A non registered user can send a reminder for a grievance directly from the home screen by clicking
on the link shown in the image below:

TSR H¥Id (/é
2 "’;"‘R T RAJASTHAN SAMPARK N
overnment o ajasthan
Home About Sampark Help Feedback Contact Us

HIYHT F&OTT & | WELCOME

TS FETH = HAFT &1 W w5 oge e 3T
FATHT =T TR0 9O ST AT 7O & | 37 9% H1T
T

1. T SR # ST g FHEAS T e gof ate
&1 g |

2. T BiATT T4 T ¥ Y ST § et 9
e T F TR Gt e o Eiae |

3. TEEET wid et (18001806127) 93 Wiv & AmaH o
TRETIAT & &af FUA g IHT T4 I H BT T Ao
graem|

-more
Toll Free

1800-180-61217

LODGE YOUR GRIEVANCE 0\ VIEW GRIEVANCE STATUS 0\ SEND REMINDER
A \
ki S TR e e SR G e et 5
- ] " I
Brwrra o Y \\___‘,:' e friRufr - W, R 31 geor
ANNOUNCEMENT CITIZEN CORNER 'CUG AREA, For Departmental User
Download Application Form  Hindi | English Login Here ‘
Register Here Login Here Register Here ‘

Fig 5.4: Send Reminder-Home page

Thereafter the procedure is same as that of a registered user. In case, the registration of the
grievance has not completed 30 days, a message will be displayed on the screen. The message will
also specify the date after which the user can send reminder for the grievance.

First reminder can be sent only after 30 days of grievance registration. All subsequent reminders can
be sent in 15 days interval.
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6 Other Attributes for Citizens

Rajasthan Sampark portal provides some additional features to assist the grievance redressal

process and develop a better integration between government and the citizens. Some of these

features are:

- Feedback/Suggestion
- Help
- Announcement

6.1 Feedback/Suggestion

A user can provide feedback and rate the grievance redressal system as to what extent relief has

been provided. One can also provide some suggestion to the government to improvise the system.

Therefore, feedback/suggestion aids the government to know citizen’s satisfaction level and also the

improvements required by them. Click on the link “Feedback” on top of the home screen. User will

be redirected to the feedback/suggestion form. By default “Feedback” is selected in the first field. If

user wants to provide a suggestion, select “Suggestions”.

Home About Sampark Help
Feedback / Suggestions
Feedback for Grievance
Feedback / Suggestions ® Feedback Suggestions

* Grievance Id 0415059000798

* Mobile no. / Phone no. / ID no. 9460351585
Satisfaction Rating 1 2 3 @4 5
No

Reopen Grievance Yes

satisfactory|

Feedback

Feedback

Contact Us

Submit

Reset

Department of Administrative Reforms, Government of Rajasthan, Jaipur
Fig 6.1: Feedback form

The feedback form contains the following fields:

- Grievance Id, Mobile No., Phone No., Id No.: User is expected to provide these details in

order to be specific about the grievance for which a feedback is being provided.

- Satisfaction Rating: Rate the grievance redressal on a scale of 5 according to the action

taken and relief provided.

Other Attributes for Citizens
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- Reopen Grievance: If a grievance has been disposed and the complainant is not satisfied by
the action taken, a request to reopen the grievance can be made by selecting “yes” against
this field.

- Feedback: Provide feedback for the redressal process reflecting the level of satisfaction
attained and giving specific remarks which would benefit the government to improve the

process in future.

- Clickon \Mlor | Reset| button as per the requirement.

To make some recommendations to the government regarding the grievance redressal system, a
citizen can fill the suggestion form.

Home About Sampark Help Feedback Contact Us
Feedback / Suggestions

Suggestion for Grievance

Feedback / Suggestions Feedback ® Suggestions

* Name Isha Mehta

* Mabile no. 9460351585

Email Id isha3imehta@e-connectsolutions.com
suggestion

Suggestions

Submit | |Reset

Department of Administrative Reforms, Government of Rajasthan, Jaipur
Fig 6.2: Suggestion form

The suggestion form contains the following fields:
- Name, Mobile No., Email Id: User needs to provide this information so that identity of the
person making the suggestion is known.
- Suggestion: Provide relevant suggestion or recommendation that may help the government

to improve the grievance redressal system.

. Submit .
- Clickon Mor | Reset| button as per the requirement.

A registered user can submit feedback/suggestion from one’s account also.
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6.2 Help

To assist the citizens, Rajasthan Sampark portal provides some frequently asked questions which
they may refer to in case of any query.

RIS ¥ dH r,
&= RAJASTHAN SAMPARK &

Government of Rajasthan

General Query and Answers

STO o~ TToTETe HETeh STaTAT= &1 TRt o gat ey 3 THEea3T o e erdoT 9=l o7 g TaTF & | 3§ T 37T 902567 -
1. TaelT Fror #1 SfEerd §U SHAeT3 ol Silaesa gof lal ol Giae |
2. IR HIAT O TSl ¥ T ST AR dal ToR[eeh F9 # RIAIcT Sl ot el 1 heer |
3. TATES He Beet (18001806127) U I & ATETH  TRIRTAC 1 Gt il d SHeAT Heledl 9Iocl &l BT T eloe Jiaer |
A TR (T & T AT Toee SIS dle T Giaer |
5,507 ToYOTT 3 TR HATEITS o G1oT 9T Tl 15 o ToTef1TYeT Z[0aR ohl HerateTe] Tsiier & STt v e S oiered Terars ohl giem |

Contact Us
Quick Links & STIATS AT Utility Rajasthan Sampark

o -~ : ~ N : ~ Toll Free : 1800-180-6127 'T
4 Chief Minister Office 4 Government of Rajasthan N DolT&C N WebDlrecany. ARD " E-mail - raj park@rajasthan.gov.in I

Fig 6.3: Help
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6.3 Announcement

Latest updates and announcements made by the government are shown in this section of the portal.
It notifies the citizens about recent developments regarding grievance redressal.

TSR H¥dH ( '
‘ RAJASTHAN SAMPARK X
Government of Rajasthan
‘Home About Sampark ‘Help Feedback Contact Us

HTOeRT TG & | WELCOME

VAT TFTF o AT & TFadl &7 @ e H
FEEIHT FT FREECT 9w AEET 9§ | 59 W AT
TR

1. TaaT ST # FATET §F FHEDHT T HAs ot alel
g |

2. e HiETT TE ST T T TS HET e 91
oo T T AT T St 1w &7 FIaer |

3 TS @ o7 (18001806127) 9¥ Wi ¥ AT
RIHTIET & Gof S G IR HIAT W A 7 71 e
gia |

..more

1800-180-6127

LODGE YOUR GRIEVANCE { "“\‘ SEND REMINDER
Brama o w1 N __,,’: Brawa &1 gaeior
.ANNOUN'CEI\IENT CITIZEN CORNER | .(_II.IG AREA, For Departmental User
o User Manual for Citizen TilF Download Application Form  Hindi | English| Login Here |
Register Here Login Here Register Here |

Department of Administrative Reforms, Government of Rajasthan, Jaipur

Contact Us
Quick Links  ST3AATS fgar Uility  Rajasthan Sampark
Chief Minister Ofice Government of Rajasthan DoIT&C Web Directory ARD oz (NS wlT

E-mail : rajsampark@rajasthan.gov.in

Copyright ® 2014 of Raj: DOIT&C, All rights reserved. Disclaimer

Fig 6.4: Announcements

User can click on the any of the links shown in the announcement box. Following interface would
appear.
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Announcement close
Tilte User Manual for Citizen
Description User Manual for Rajasthan Sampark Portal's Citizen Users
Document RSUM_Citizen pdf @

Fig 6.5: Announcements-Document Download

User can download the document by clicking on @ To exit the dialogue box click on .
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