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o THSOIS WTEa_uT, STRIARUHS SEEPZ SEZ Authority s
SN GichiH & BrRrf-aa- & 91889 9 twundertaking a  major  digital
g f3fSieer uRad usal @R @1 &1 Jetransformation initiative through the
iethid AR TR & 3fSed $f$ar dimplementation of the RISe ERP

&1 feemr 8 3R 39@7 929y Hitwplatform. This platform is part of the
wesoie & goft fRdunal & folv 9@ Government of India’s  vision of
Zard, URefeTdT 3R AFR®-bfed |a1 WeF Digital India and aims to bring
T 81 39 Hae H, v BRI 9 b tReeoperational efficiency, transparency,
wee, o wees Aregd, I 9 Hee-and citizen-centric service delivery to
Hieee, gfie Hae 3 i f$fieet s dall stakeholders of SEEPZ SEZ. In

faq &3 ggel & fIefad 3ilk d9rdthis regard, several modules have
fapu < ﬁ g o Hiost wifdewor @R already been developed and deployed
ST & Tft wXg ware afie dto digitalize key functions such as
o ffYs  orAfoa, emEe  uféhdid, Estate Management, Financial
ugaell 3R ysrER fafehr sk fo<d, :"eManagement Module, Court Cases
B9Y, o WEYd, 39Y Wdgd diRManagement — Module, Unit
Ireaae g9g & <l & a1y Tt It FManagement etc. which includes all
ISEEESEREUS] key operations of the SEEPZ
Authority and Office of DC such as
various permissions, allotment
processes, NOCs and
correspondences billing, and finance,
Guest House, Conference

Management, Contract Managements
and digitalized records of all
operations with real time Data.

7. e RRaume! &t faradl & w9 & 2.Alongwith all operations to address
fow Tft @t & Gg-EY, wfdexRy Hcomplaints of various stakeholders
TaTer/reTRalgfieT & wry-arer Sftand one place storage of all such
e 3k fiemal § Hdfdd  g+iGrievances  both  related  to
fBrPRET @7 UE & UM W HSRU, RISeOperations/ Responsibilities/ Role of
ERP SuiTefl & fopeft +ff #ifexyet § of arefithe Authority as well as DC Office and
b eh! TS T At | fadhaigd R Grievance technical issues
@fed % ¥ FoeRT {51 57 @1 & - Hifdeencountered in any of the Modules of
73, sFiaTRe $9d, Ueue @i, weaudRISe ERP system which are currently
TuE % wead ¥ - 9w uRed fdeid, being handled in a decentralized and
difg gar oM & emar iR wRefragmented manner through physical
SRRl 3gHd BT &1 $Hd 3@, wfiletters, informal emails, direct calls,
foyrrdl @ TUET B P folv @i Teel whatsapp groups leading to avoidable



78 & ok Ot fereerat 1 Ruie, fwemdelays, limited traceability, and poor
=fdEr ve &) T o) @IS Bfed 8, Situser experience. Also no single
e & oy oRUl @l §9sM, SRdplatform to store all the Grievances
fifdgi/Rady e, IRER M awitand it is hard to find reports, previous
depiiehl Tanall & folu #fesll § seafghistory of such complaints at one

TR TS o oIy amaea g place which is necessary for
organization to understand the

reasons, make appropriate policies/
guidelines, make changes in Modules
for frequent Technical issues etc.

3. 3 g o1 TETe o o faly, Hie 3. To address these challenges, the
Tsole WSR3 STRIMETHS SIRYISEEPZ SEZ Authority has developed
WleHH & Iidid o 3Ma%d Hisgerand  is  now  implementing  two
e fpu £ oflv a1 S8 aM @ T 8:  essential modules under the RISe
(1) feepraret fHrameor e Hieyet, 3k ERP platform:

(2) T BPTSTD TR AT | (1)Grievance Redressal
 Hieged yraeff @ik Gl?lﬁlé‘s’ GRIC Management Module, and
foreprad fRamur 3R SuTRal TerRIdT 6l (2)Technical Helpdesk
I, fSfieetiod 3R FrRHT o= & Support Module.

fety o1 oy ST <2 2 These modules are being introduced

to standardize, digitalize, and
monitor grievance redressal and user
support in a transparent and
accountable manner.

4  f9pra FaRo g9ee . SEEPZ4. The Grievance Redressal
$P1§ URDI, SEEPZ | 3k smManagement Module allows SEEPZ
ST P STFTelTes farrd @si @y Hiunit holders, SEEPZ officials, and
gfaer <1 81 SuAThdt 3t Al dimembers of the public to submit
Irdfdd THg ¥ S F) Hawl §, ¥9g wgrievances online. Users can track
ITIT UTH o Ao & 3R WY fiwed dtheir grievance in real-time, receive
AU RUE Soolie Y Haoa &) §efftimely  updates, and < download
forerad SEEPZ & e amgs & "adbarresolution reports directly from the
3T @ Aot @t & W ar @ HWersystem. All grievances are routed to
AP @ 9 PR b & AT TIU 3ikthe Vigilance Section, Development
e ¥ v et sifder/ey M @ Commissioner, SEEPZ, who may
I Hehdl & | AEeaqUT 91T I8 & fb RISe ERPeither close the grievance directly or
TUTTelt & 9TE) UTH BIF alell 1s off il -forward it to the  concerned
O PG A1, S0t a1 Yifde U onfiret 2 officer/section for verification and

hsiipd 35T ik o gRafetar gRfAdresolution. Importantly, any

n

P & fAT el feprra QRT fecH grievance received outside the RISe
q gof & Set wer- ERP system including through the
A b ey falmri Hisyd Eﬁr G PG Portal, emails, or physical letters
Ufterener eaor oft v fomam T g1 will be entered into the system by the

Public Grievance Section to ensure
centralized tracking and complete
transparency. A mobile application
version of the grievance module has
also been launched to ensure
accessibility on the go.



5 .gF 3R, el geds¥d WerarS. The Technical Helpdesk Support

B‘E@Tﬂﬁfaﬁ @ ff¥cq ¥ ¥§f@dModule, on the other hand, enables
FIEb_vﬂ'cﬁ feame ot mfr 9 Hey §9IAT slusers to  raise  system-related
YAH TEIdl 3Ry & U@ fafdw fewctechnical tickets. Each  support
FES &) I & 3R S Uh Hqﬁﬁéersﬁérequest is assigned a unique Ticket
%Wﬁ?}fﬁmwwélaﬁwm and can be tracked through a
BT GHIY A8l B 2, @1 Sudneedl fewededicated dashboard. Users can also

’

g Eﬁ?vr % R ¥ 81 W ufdfhar areopen tickets if the issue remains

T 8| BeUSYD TEUd U deb-iial cunresolved and provide feedback
a#r feae ?ﬂﬁfé‘ﬁ F% &P folu iIER 8miupon closure. The Helpdesk Manager
FHRITG IR-Teh1ch! Wgpfal b1 urg Wit 2shall be responsible for assigning

(GN}( Hiferal, wd &I a1 argAfRI § Wdfetickets to the appropriate technical
ue) , @ AMen Hefdd Hiegel WY diteam. Where issues are found to be
Taford aff@Rt @ A 247 ST @fianon-technical in nature (e.g., queries
et & ofig gme & fov @ siafifRaregarding  policies, gala rates, or
Tehole HfEa™T gehig fobar T B | permissions), the matter will be
forwarded to the respective module
in-charge or concerned officer. A
built-in escalation matrix has been
integrated to ensure prompt
resolution of pending issues.

RISe ERP UI¢eA & #1edd ¥ fAdrid v¥gd Submitting Grievances through

DAL the RISe ERP Portal:

goafed e veee SR e

T o aRefelar gAfAd #x7 & folg,In order to ensure structured

Tff  Rayre -3, M@ grievance management and

IyANaiall 3R SEEPZ 3if@iRal - ditransparency in issue resolution, all

RISe ERP WIchH &l SUART 3Xdh fAdRd stakeholders—units, public  users,
T PR 3R I IR o 3@ & folv Aidand SEEPZ officials—must follow the

G| ‘T£ TehaT T OTt AT BITTI process outlined below for submitting
A. SEEPZ SbTS SUdTTahea & felt: and tracking grievances using the
foreTr g5 @x P AU, SEEPZ 313di & RISe ERP platform.

CIBERASRUILGAIE

a. https://rise.seepz.gov.in W RISe giced RA. For SEEPZ Unit Users:
S
b. SEEPZ SEZ WIfS/awur g1 Wer fey vTo raise a grievance, authorized
AR Hefiued o IuN axdp amusers from SEEPZ units shall:
T PN

4 oY ﬁaj—mﬁ ST T qgﬁ ﬁmﬁ a3t https:/rise.seepz.gov.in.
IqEE & b. Log in using official credentials

i, qzﬁqgﬂzﬁrq?rmt@a P P AT provided by SEEPZ SEZ Authority.
ii, "I - TSl ued b 7S wft fdwrdi ¢ Navigate to the “Grievance” module
3R ST aredfas THT Y & S & on the dashboard.

d. Access the “My Grievance” section

ferg;
iii. "FUeRT - 99 fABrI @ <@ & folu which contains three subsections:

e gers fofan T & 3R anfereRe ®u i. New” — for submitting a new
Y de o T mT 8| grievance;
ii. “Submitted” — for viewing all

previously submitted



grievances and their real-time
status;

iii. “Settled” - for viewing
grievances that have been
resolved and officially closed.

B . ¥iduifie Sudlmehdist & fav (i B. For Public Users (Without Login
orSfere & farm): Credentials):

SEEPZ ERP % W1 Usfigd 81 dlg ol

e grdeifa qg‘%{ ooty & q1egq ¥ fftAny individual not registered with

forpTad ef &1 HhdT &: SEEPZ ERP may also raise a
i. hitps://rise.seepz.gov.in TR STV | grievance through the public access
ii. BFUST R IUeley "dlld fAdaa” ¢g qrinterface:

fe | — . .

iii. SRR SRR TEE ST ¥ arer |- Visit https:/rise.seepz.gov.in.

forepTae faaRur W | ii. Click on the “Public Grievance” tab

iv. Hafie o W), f8er @ available on the homepage.
fifew v oS waa: S v, e i, Fill in the grievance details along with

U Terepriaedal Qidel & HieaT ¥ et basic personal identification
Y Iy fereprd & ferf & iR & fag information.
IR ] B iv. Upon successful submission, the

system will auto-generate a unique
Tracker 1D, which the complainant
can use to monitor the grievance
status at any time through the portal.

C. die aifdeRal oik e=ial & faw:  C. For SEEPZ Officials and Staff:

o SrfepRt U= RISe ERP @A

refoTer & 71em o AR evf o 9o & SEEPZ officials can submit and track
A 99 W™ TN g OHg F| fAerag ooigrievances through their RISe ERP
HA P oge, 9 "N fAemar 9Ee +login credentials. Upon submission,
3T o &t AR B T B they can monitor progress under the

“My Grievance” dashboard.

(ili) RISe ERP & 3iciia WH fawradi @r(iii). Process Flow of Received

afehar vare Grievances within RISe ERP

9O R UTH SEEPZ Suaadiai & g Privileged  SEEPZ  users  have

3ifaRe ugd & additional access:

a)d 3 IuArhaian gRT 9ot s Tft  a. They can view all grievances raised

firrdl dY g Gl & | by other users.

b)d aamd & fAy fAepral @ H§fda b, They can forward grievances to the
AT T UTfEHR0T T 3R o Hehl 8| concerned section or authority for

c) @ fAIPRId W 3 aferpIiRai @ fewafory verification.
Pl THBR F & fAw = e (@) R . They can loop in (tag) other officers

Hehd 2| to acce i

pt their remarks on the
d) fagmrfeer e qu"aif”_ fetepraret < grievance.
I (Wmﬁa)gfmié gl oy d. Privleged users can dispose of
e) RISe ERP HUITel & TR UTH fereprad] (resolve/close) the grievance.

IS BT, fOF PG Uider, $9dT, wifde

e. Uploading grievances received



w3l & gregy 9 Uy fOrwrd o onfier 2 outside the RISe ERP system,
including those submitted through PG

Portal, Email, Physical letters.

e fderral @ fAdwfder urmThese external grievances can be
GWW@W % Uofighd 9 Tehl € aifhregistered  into  the system by
el Repfs sHQ @M o § 3fik Sfdprivileged  users  to  maintain
3 & S Fb | centralized records and ensure
it faeprrd, TTe uIca & ATeTH | &I proper follow-up.

T B A1 ofYp fRIpTIT SHRT GRT Eal
TS B, URY N ey IR (SH) aRT ygAll grievances, whether submitted

G GI'IFﬂ ¥ F=fafaa ufrarers wae erthrough the portal or uploaded by the
Tt feham SITe: Public Grievance Section, are initially

received by the Development
Commissioner (DC). The following
procedural flow shall be followed:

A. fasre S (3 ). A. Development Commissioner (DC):

1) ¥ Homelt & i TR @l fAIBRIAl 1. The DC is the initial recipient and
& foly @gﬂ TR UTHS! SR T administrative authority for all
EUEENIE] rievances submitted under this
. AP I HEAD aaﬁm"ﬂﬂﬁiqw 2. The DC may:

gadban a1 fedl e ' >

a. Mark orforward the grievance
to the Assistant Development

el B; i

. ferafort, fewfort a1 qeares Ravef Commissioner  (ADG -
2w o GT@‘IEb‘IﬁIﬁ PY SR PR FheT &, Vigilance) or any other
Tor 81 4 FHIE ¥ o | iR W W designated officer/official;

Fgh b. Loop in other officials for

remarks, observations, or
factual reports, even if not
directly responsible for
resolution.

Ae; A Iadied Faru (POSH) ¥ HefeiaNote: In the case of grievances

farpradl & AMe §, POSH Iffd & aregairelated  to Prevention of Sexual

PR & wy § RS P Harassment (POSH), the Chairperson

B. WA 3rferp: of the POSH Committee shall act as
the Authorized Officer.

@ nﬂﬁga@aﬂﬁ(m?ﬁwm POSH
) 3T‘<’:Ir&1‘) U e B. Authorized Officer:

i ﬁaﬂaﬁ @7 gﬁﬁ fofiet ¥ wry g @ The Authorized Officer (either DG or

AT BT, AT Chairperson of POSH Committee)
ii. forera zﬁr MY B S B %q ksl shall have the discretion to:

Tifeg e @ ol @, iR i. Resolve the grievance directly
STEALPBATTIR 3 Afeapra ol off e with appropriate remarks, or
et HeATI ii. Forward the grievance to any

Concerned Official for further



@) et arfaeRat a1 uega fevafor, examination, and
feafr stk RUE fdarma Raid & simultaneously loop in other
e fOrg SR o Siaria fwas < officials, as deemed necessary.
b. The remarks, comments, and reports
submitted by looped-in officials will
be visible under the “Remarks”

section of the grievance record.

C. wdfer SHfgar: C. Concerned Official:
F) o et @ sivaie w9 W 4
ferra efiffg & Sl 8, 98 Hdfdd  a. The officer to whom the grievance is

PR ST SRR formally forwarded becomes the
@) foresieTal = anfivef &: Concerned Official.
% frg mu sfd@Ral R & T p. Responsibilities include:
feeafora o et fadrerd i weHten i. Reviewing the grievance along
BTl; with remarks/comments
ii. dicer & qﬂﬁ_‘r v favger Relte an feouf provided by looped officials;
ﬁ%@mw A A T §E P R ii. Submitting a Fietaiied report or
a1 Bl e e e o comment within the portal; .
ST B AR a8 RATRER n. If reqw_red, further forwarding
Faet Hefer a1 & farw &)1 the grievance to another
relevant officer or section for
deeper inquiry (a privilege
exclusive to Concerned
Officials).
EORRIREICERED R EW F 915, Heferd c. After  completion of all
BT B P P B necessary inputs, the
i. 3TfAM ITR Hebfold Heh U BT, T Concerned Official is required
. eﬂwﬁawaﬁﬁmﬁmeﬁaﬂa’m to:
HRAT (ISR B oY, w i. Compile and submit a
1, a1 faprrdadf g & A final reply, or
iii. gRO @1 wifepd SfEmRT B E‘W‘q i. Recommend  disposal
EEEll without formal reply (e.g.,
in case of repetition, lack
of merit, or withdrawal by
complainant),
iii. Forward the outcome
back to the Authorized
Officer.
S ?’Lﬁ” IRk i D. Looping Officials:

g fore
§ 3Ye, TR0 ol ﬁw—%?_r Looping Officials are officials

tagged in the grievance for the

! e 9 ¥ ffgd bl 5= purpose of input, clarification,



IR @ Bl AR § SR ISP U
%f%maaﬁaﬁﬁﬁmﬁuaﬁmsﬂ@'cﬁﬂﬂﬁ
|
aifaw fAuer:

PR, Tdfod  sIfgenr 9
I Raré a1 vearfaa TEmeT= uTe dRA
& q1e, F=fAfyd erf H:
&) RO § IgF 8F |, SiUaiRe IR &
ey a7 IS9P fom7 PRI a1 Fuer &,
T
W) Al oMl TEleRu AT BRAly @l
3aeged &, ot fAdrId &l go: Fid & foly
IO TR T

9% 3IfARTH, RISe ERP HUTTeft & sTeX UTH
1S off fAprrd—are a8 «itfdes v, $8er a1
Helg A Aprd (PG) Uee & A1egd o
B Habardie  fead  IgE ERT
AMHIND WY F Tof h A IR RISe
ERP UUel! § 3{0ciie &t smeft soer ot
fapmdl & deiga eI IR FERE
gRifAE B 2|

2. deheitch! Ud goUSed TERIdl Haeg

RISe ERPwIchH W IUAMRARN @
e B 3R faeft off qaiiel gAr @1
T B T HEEEl & oy, Rved ¥ @

THffa da-ldhl Ud goustd T8l Hee-technical

~

Arsel

o

Ui o TR B
B SYaTTGaian o Frefafed ori

a. fopelt off Gt TA=T & foly Hermar
feame vega v,

b .30 femel H wifd iR T i
ferfal <Y FARTReT e, _

c.afe sraegd @ ar 95 fewel @ g

Qe
d. e by ¢ gEf & forg wfafemar ok &1

UGT AT

or subject-matter verification,
without the grievance being
formally marked to them. They
are permitted only to submit
comments or reports under the
“Looping” tab and do not
possess the authority to
forward or dispose of the
grievance.

Final Disposal:

The Authorized Officer, upon
receiving the compiled report
or proposed resolution from the
Concerned Official, shall:

a. Dispose off the grievance with or
without a formal reply, if satisfied with
the report, or

Revert the grievance back forre-
examination, should further
clarification or action be required.

b.

In addition, any grievances received
outside the RISe ERP system—
whether through physical letters,
email, or via the Central Public
Grievance (PG) Portal—will be
officially recorded and uploaded into
the RISe ERP system by the
Vigilance/ Public Grievance Section.
This ensures centralized visibility and
monitoring of all grievances.

2. Technical & Helpdesk Support
Management

To support users in navigating the
RISe ERP platform and address any
challenges, a dedicated
Technical & Helpdesk Support
Management Module has been
integrated into the system.

This module allows users to:

Raise support tickets for any
technical issues,

a.

b. Monitor the progress and
resolution status of their tickets,
Reopen closed tickets if

required,



d. Provide feedback and ratings for
resolved issues.

BoUSYd o WEud Haed  ddeiel The helpdesk team manager assign
SRl @Y fee dfed Hear 81 FaaTtickets to the relevant technical staff.
T HATYT B 9TH WX, fede g o f&ar SiarOnce an issue is resolved, the ticket is
2 ik SNl a1 wErfld w9 & gRdclosed, and the user is notified
R far Sar &1 ve oiafifad weheled gFautomatically. A built-in  escalation
g8 giifad Fxar g fo 317113?13\1 1 Wificel g8l mechanism ensures that unresolved
o1 3fAd Bl (SEEPZ rfEraTRa) ﬁor complex issues are addressed
ofteraT & gHTem b W) promptly by the  appropriate
€ Hiegel SEEPZ MIAIduT & ¥ Tergar personnel (SEEPZ Officials).

ufesan i FREY @e 3R forelt oft <ifSd a1This module plays a vital role in

It TET I g dRA H helping the SEEPZ Authority monitor
fdyepT FATer B, fTRY 98 a1 faeor afikthe  overall support process and
fRaR R % gier fAerar 21 identify any outstanding or recurring
RISe TR T geusd Hisgel & qremissues, contributing to better service
Y feae GBT# T Tifshar delivery and continuous

dH1h! BeUSTdh Higyel H fcde IoM Hlimprovement.
gfema: Process for Raising Tickets through
the Technical Helpdesk Module on

SEEPZAJfE Iuaiandi RISe
. The Process of raising tickets in
TR 1: XIgoT &1 ST UR Gg ol the Technical Helpdesk module:
1 rise.seepz.gov.in Y VY|
g-‘-n'cr PR ﬁv_%’ SEEPZIUNIT USERS

[anﬁq] T OR Ry e ST |
AR 2; IRIY TR Step 1: Accessing the Rise Home
1@@@?%&@#%@@;:@; 7
3Mmga W g |
2. fepe IO & AU BeUSTD SAMFHT W
@cﬁaﬁl 1. Visit rise.seepz.gov.in.

el feeRor <of @, G d1 90T #X 3R 2. Enter Username, Password and
WW TRE H 3 feI TP | then proceed by clicking the
4, FIBIId T ¢ 1 & foly feae et [Login] Buften
SRINT T ST et 21 g

5. ﬁafwagmaa-@ﬁaﬁ%m Step 2: Request Submission
ST epeT &

6. IR Y ky @l & fY (99 @Il 1 Glick on Module icon to view
g IR fep

S home page of the module.
7. ]fEm e P fere | T R fg X 2. Click on icon of helpdesk to

raise the ticket.

3. Enter basic details, describe the
issue and submit to generate
ticket number.

4. Ticket number can be used for
tracking the complaint.

5. Close status against the ticket



number can be tracked.

6. Click on [Reopen] button to
reopen the request.

7. Click on [Rating] button to give
rating.

SEEPZSWNGal (8¢Us¥h <) @ Responsibility of SEEPZ USER

(Helpdesk Team)
TR 1 JIRIY FETET BN Step 1: Process Request
1. 3 RY THR IR R e afh B
Hig | 1. Accept and assign request to the

2. G R fevauft & |1 3Ry &l & concern.
| BT, T ARG AT Uy R-qbAhl o
B 2O fb M &%, A, ar . :
2CUSED M & SRR ¥ 91X & AWl ¥ on resolution. However, if the
Taftd ug—ar S0 e gd (S request or query is non-
Frafe § Gefdd Atege TR & 9T e technical in nature—such as

ST A queries related to Gala rates,
policies, or matters beyond the
Helpdesk Team's scope—it
should be escalated to the
respective module in-charge at
the Development
Commissioner’s (DC) Office.

. Close the request with remarks

9 oY P WY U favga Sudredl A detailed user manual is enclosed

T Bl ﬁ’T\‘:ﬁ oy gy ar wfdtemr with this order. A dedicated support
AGIHaTeT ¥ wEeE ¥ fAu ue §9fa unit has been set up to manage any
TERIAT TTS ¥ @i TE &1 SUANThdiel queries or training requirements.

Eﬁmw -0 H IUAeY B | The roles of Users are available in
o8 & AT ¥ Annexure-A.
W@rﬁa‘mmm | This issues with the approval of the
Development Commissioner, SEEPZ-
SEZ.

Digitally signed by
(frcer e/ MitaMitESwslthhliremath

forepr / Jt. Developatier4ciirdssioner,
o m% e | SEEASISEZ

F.No.: SEEPZ-SEZ/E-OPT-11/76/2022-IT/ |0H7¢ Date: 04-08-
2025
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Annexure A

Roles of Users in Grievance Redressal Management Module

User

Roles in Module

Development Commissioner

a)
b)
c)
d)

€)
f)

View Dashboard

Generate Reports

View of all received Grievances
Forward Grievances to Concerned
Section/ Officer

View Pendency

Privilege to dispose off any
grievance

Joint Development Commissioner

a)
b)
c)
d)
e)

View Dashboard

Generate Reports

View of all received Grievances
View Pendency

Forward Grievances to Concerned
Section/ Officer

Deputy Development Commissioner

a)
b)
c)
d)
€)

View Dashboard

Generate Reports

View of all received Grievances
View Pendency

Forward Grievances to Concerned
Section/ Officer

Sr. AO SEEPZ

a)
b)
c)
d)
€)

View POSH related Grievances
Resolution of Grievances

View Dashboard

Generate Reports

Privilege to dispose POSH related
grievances

ADC

a)
b)
c)

View Dashboard

Generate Reports

View Grievances specific to
concerned section

Unit

a)
b)

©)

Submit Grievance
Track Grievance
View Resolution Report

Contract Employees

a)
b)

¢)

Submit Grievance
Track Grievance
View Resolution Report
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2 INTRODUCTION

2.1 PRODUCT FUNCTION

Grievance refers to a formal complaint or concern raised by SEEPZ User, Unit
user or Public User regarding a specific issue or situation related to their rights
or any suggestions.The User raises a complaint through Grievances in order to
seek a solution. All Grievances are submitted to the SEEPZ Authorized user.
After receiving a grievance, the authorized user can view it. The authorized user
has the exclusive privilege to resolve grievances. However, the grievance can
be forwarded to any user on the forwarded list for review. Finally, the authorized
user is responsible for settling the grievance.The Users who raise the
complaints can view the status of their settlements and download the relevant

settlement reports.

2.2 INTENDED AUDIENCE

This manual is designed for Public user:

PUBLIC USER:

The Public User forwarded their concerns to the SEEPZ authority and had the
option to provide their details anonymously. Consequently, they receive a

permission to track the progress and download the relevant settlement report.
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3 PUBLIC USER

& RiSe o
RISe
B = - .
@ :9'}53/ ¢
O —
| 8% -
Click on Public Grievance Tab to

access public grievance.

Figure 1 - Public Grievance

3.1 ABOUT

Y e e
e

Greivance Redressal
santacruz Electronic Export Processing Zone @l

Home  Abowt  Regisler YourGrievance  Track Your Grievance  FAQ

About

Redress Process Flow

Citizen Lodges Complaint

Are You Aggrieved With The Setvice Of
SEEPZ SEZ Authority ?

Lodge Your Grievance Here

Click on About Tab to view about Grievance
Redressal Management.

Figure 2 - About Grievance
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3.2 REGISTER YOUR GRIEVANCE

Greivance Redressal L -
‘Santacruz Electronic Expert Processing Zone @\Enunu

Home  About  RegisterYour Grievance  Track Your Grievance

Wauld you lke to keep your Identity anenymous?
g

Click on [Yes] button to remain the identity as
anonymous and Click on [No] button to reveal Provide required details. —
all the personal information.

Figure 3 - New Grievance Details

= U N vy p— e

T o

Provide the necessary details and click on
[Submit] button to submit Public Grievances.

Figure 4 - Submit Public Grievance

The submitted grievances are received by the authorized user. Once the details

Page 7 of 10




USER MANUAL- RISE (GRIEVANCE REDRESSAL MANAGEMENT- PUBLIC USER)

are submitted, the status and resolution can be viewed by tracking the

grievance.
3.3 TRACK YOUR GRIEVANCE
@ Greivance Redressal W oz o
Santacruz Electronic Export Processing Zone iy 1 DA

&

Enter the grievance ID number and click on
L——— [Search] button to track the status of grievance.

Figure 5 - Track Grievance Status

Greivance Redressal o
Satacriz Bectroric Export Procassing Zon gt

Grievance Detalls

Lo Grigvanse Number 2024/SEEPEIOZZHBEL 379
p 20.07.2024

Others

Others
Mumbal

20.07.2024

Lack of 3 proper waste management system

o Impreve the neaness 2nd cleaniiness, we need a praper waste management sysiem

Figure 6 - Grievance Status

Note: Grievances submitted directly will trigger a notification and Grievance 1D
to be sent to the provided email ID or mobile number once manually entered.

The user can then track the grievance using this ID.
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3.4 FAQ (FREQUENTLY ASKED QUESTIONS)

In the FAQ section, questions and answers are provided to help users easily

create and track grievances.

Greivance Redressal
Santacruz Electronic Export Processing Zone

Frequently Asked Questions

What is grievance redressal? -

How do | submit a grievanc

What should | include in my grievance camplaint? -
How can | track my grievance status?

How Is my personal Information protected during the grievance process?

When will | receive confirmatian that my grievance has been resolved? -

How long does it typically take for a grievance 1o be resolved? +

Click on FAQ Tab to view user
guidance questions and answer.

Figure 7 - FAQ Questions & Answers
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**End Of the Module — RISe (Grievance Redressal Management — Public User) **

“Thank you for thoroughly exploring the features and information.”
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2 INTRODUCTION

2.1 PRODUCT FUNCTION

Grievance refers to a formal complaint or concern raised by SEEPZ User, Unit
user or Public User regarding a specific issue or situation related to their rights
or any suggestions. The User raises a complaint through Grievances in order to
seek a solution. All Grievances are submitted to the SEEPZ Authorized user.

After receiving a grievance, the authorized user can view it. The authorized user
has the exclusive privilege to resolve grievances. However, the grievance can
be forwarded to any user on the forwarded list for review. Finally, the authorized
user is responsible for settling the grievance.The Users who raise the
complaints can view the status of their settlements and download the relevant

settlement reports.

2.2 INTENDED AUDIENCE

This manual is designed for Unit user:

UNIT USER:

The Unit User can raise their grievances and submit them to the SEEPZ
authority. Following this, the Unit User is granted access to view and download

the corresponding settlement report.
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3 UNIT USER

3.1 LOGIN - UNIT USER

Confidential

RlSe @0 e One Time gl . Publc Gk - Terms s Conditons G
RISe
° o
mn -—— =
) S -
oy s o
A\ EE

Figure 1 - Login Page

Select the User.

Enter Username,

Bnssmori ® _4_’7 Password and Captcha.

Click on [Login] Button

: to login.

Figure 2 - Login Details
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Functional Modules.

Click on [Grievance] button to
access Grievance.

Figure 3 - Access Grievance

Upon clicking the [Grievance] button, the homepage will open to the Unit user.

3.1.1 INBOX

Click on Inbox Tab to view Click on Grievance ID to view
grievances Status. grievance details.

Figure 4 - Inbox Grievances
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3.1.2 MY GRIEVANCES
3.1.2.1 NEW

Click on My Grievance Tab to
create new Grievance.

es
S . Provide all the required details and
| — click on [Save] button to create new ——
l -sclect Catogory— i Gri

pi | compant : rievance.
Suggestion :
: Posh ACT

Figure 5 - Create New Grievance

To create a grievance, the user can select a category. There are three types of

complaint categories: Complaint, Suggestion, and POSH Act.

When the user selects the Complaint or Suggestion category, it will be
directed to the authorized user handling those categories.
If the user selects the POSH Act category, it will be directed to the

designated authorized user.

Upon saving the details, the newly created grievances will be displayed in My

Grievance Tab.
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# 1 Grievance Number Category Type Subject Initiated By Initiated On Status

1 2025/SEEPZ/565.0.XB-738 Posh ACT Work Condition test 05-02-2025 iitated

Click here to edit, delete and submit the
newly created grievance.

Figure 6 - Edit/Delete/Submit Grievance

Once the [Submit] button is chosen, it will redirect to the newly created grievance

details page.
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[ Grievance Detalls [ <]
Griavancaf Complaint Id Type Categary
2025/SEEPZ/565-0IXB-T38 Work Condition Posh ACT
Namo of Grievant mall I Mabile Number Addross
Place of Incident Date of Incident
04-02-2025
subject Daserlption of Grievance SUppOring Documents

No Attachments Found

Click on [Submit] button to
submit the grievance.

Are you sure you want to submit the grievance?

Select [Yes] button to submit the
grievance.

° Your Grievance has been submitted successfully.

- Summpl -
__________ “4——  Clickon [Close] button to submit
the grievance successfully.

Figure 7 - Submit Grievance
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3.1.2.2 SUBMITTED

Redressal Management

Click on Submitted sub-tab to Submitted Grievance list.
view submitted grievance.

Figure 8 - Submitted Grievances

The submitted grievances are received by the authorized user. Once the

authorized user settles a grievance, it will be displayed in the Setftled subtab.

3.1.2.3 SETTLED

Type Subject Submitied By Subrmitted On Status

Delayest pracess wark process os-02:2025 Settea

Click on Settled sub-tab to Click here to view settled
view settled grievance. grievance details.

Figure 9 - Settled Grievances
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Grisvarn i 1 Ty category e
2035/SEERZ/401 EIVD. 720 Delayed pracess compisint smmen
Name of Grievant Emailia Moode NumBer Adaress
Place af ncicent Date of Incident Submitted on

ok 63022025 os.022025

Supoct : '

work process

Click here to download & print
resolution report of settled grievance.

Figure 10 - Settled Grievance Details

Note: The directly submitted grievance will be displayed under the Submitted

tab once it is entered manually.
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**End Of the Module — RISe (Grievance Redressal Management - Unit User) **

“Thank you for thoroughly exploring the features and information.”
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2 INTRODUCTION

2.1 PRODUCT FUNCTION

Grievance refers to a formal complaint or concern raised by SEEPZ User, Unit
user or Public User regarding a specific issue or situation related to their rights
or any suggestions.The User raises a complaint through Grievances in order to
seek a solution. All Grievances are submitted to the SEEPZ Authorized user.

After receiving a grievance, the authorized user can view it. The authorized user
has the exclusive privilege to resolve grievances. However, the grievance can
be forwarded to any user on the forwarded list for review. Finally, the authorized
user is responsible for settling the grievance.The Users who raise the
complaints can view the status of their settlements and download the relevant

settlement reports.

2.2 INTENDED AUDIENCE

This manual is designed for SEEPZ user:

SEEPZ USER:

The SEEPZ User raised their Grievances and submitted them to the SEEPZ
authority. Following this, SEEPZ User granted access to view and download the
corresponding settlement report.

AUTHORIZED USER - SEEPZ:

The complaint category is classified into three types: Complaint, Suggestion,
and POSH Act. Complaints and Suggestions are directly forwarded to the
authorized user for disposal, while POSH Act-related complaints are forwarded

to a different authorized user for disposal.
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3 SEEPZ USER

3.1 LOGIN SEEPZ USER

Home  One Tima Registration ~  Public Griovanco -~ HoipDesk  Terms and Conditions

RISe

il

Figure 1 - Login Page

RISe

P — Select the User.
SEEPZ User Public User

Username:

Enter Username, Password

and Captcha.
Password:

Captcha Click on [Login] Button to
i login.

Figure 2 - Login Details
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Q.
RI bt! Santacruz Electronic Export Processing Zone SEZ

& oticatiors
Rate, Rent &
‘General Modules
K v >

Click on [Grievance] button to
access Grievance module. —

Figure 3 - Module List

Upon clicking the [Grievance] button, the homepage will open to the SEEPZ

user.
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3.1.1 MY GRIEVANCES
3.1.1.1 NEW

Click on My Grievances Tab to
create new grievances.

Q
RISe cnevance rearessai management
Dashboard  Inbex  Looping  Recelved Grievances  Forwarded | All Grievancgs : My Grlevances I Manual Grievance Entry  Reports

Wew  Submitted  Seked o Passssssseasaeen

" Add Your Grlevance %

% Grievance Form

S ooy - Typer
=t seect carzoery- v ~Select Type-- v Subject
% Name of Grievant Emailld Contast Numiser
Address of Grievant
: Date ot Inclosnt
i Place of incident leading 1o Grievance e mim yyyy =] Delailed Descriplion of Grievance
g 2
{Max. 2000 craracter allower)
oG e vaica S pRotting Docments
I Attachment Sublect N fl chasen -1+
ANcuwea Types: pa, pra, JF. Ipeg) (Max Sz - 2mb

Furnish the required details and Click on T

[Save] button to create new grievances.

—Select Category—

Complaint
Suggestion
Posh ACT

Figure 4 - Create New Grievances

To create a grievance, the user can select a complaint category. There are three

types of complaint categories: Complaint, Suggestion, and POSH Act.

o When the user selects the Complaint or Suggestion category, it will be

directed to the authorized user handling those categories.
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o |If the user selects the POSH Act category, it will be directed to the

designated authorized user.

Upon saving the details, the newly created grievances will be displayed in My

Grievance Tab.

now W entries searcn,
; Initiatod
#  Grievance Number Category Type Subject Initiated By P Status Action

1 2028/SEEPZ/OBIVWNY- Others Others knowladga sharing sessian 2.07- ritiated B @ &
524 2024 Pg ot

Click here to edit, delete and submit the
newly created grievance.

Figure 5 - Edit/Delete/Submit Grievances

Once the [Submift] button is chosen, it will redirect to the newly created

grievance details page.
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\agement m O @& (o

Dashboard  Inbax  Looping  Recelved Grievances  Forwarded  All Grlevances My Grlevances  Manual Grievance Entry  Reports

Hew  Tamiued  Sewea

1 Grievance Details [
vanced Complant id vpe Catog
2024r38821008-YVVY 524 Otners Otrers
N ke "
Place of ncdert. Date ot ncident
23072024

will impros

Click on [Submit] button to
submit the grievance.

Are you sure you want to submit the grievance?

Select [Yes] button to submit the
grievance.

— 4—  Clickon[Close] button to submit
the grievance successfully.

Figure 6 - Submit Grievance

3.1.1.2 SUBMITTED

The submitted grievances are displayed in the Submitted sub-Tab.
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Redressal Management

Dasnboard  Inbox  Looping  Recelved Grievances  Forwarded Al Grievances My Gricvances Manual Grievance Entry  Reports

Click on Submitted sub-tab to Submitted Grievance list.
view submitted grievance.

Figure 7 - Submitted Grievance

The submitted grievances are received by the authorized user. Once the
authorized user settles a grievance, it will be displayed in the Settled sub-tab.
3.1.1.3 SETTLED

-
RI Se crievance Recressal Management
Dashboard Inbox Looping Received Grievances. Forwarded All Grievances My Grievances Manual Grievance Entry Reports

# 1 Grovance Numbar Gatagery  Type Suject Submitteas By Submittea On status

20072020

Click on Settled sub-tab to Click here to view settled
view settled grievance. grievance details.

Figure 8 - Settled Grievance
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ping  Received Grievances  Forwarded  All Grievances My Grievances. Manual Grievance Entry  Reports

Grievances Camplaint e Type
2024/SEEPZ/950-HPFS-798 Others

Name of Grevant Emallia Mobie Number asaress

Place of incigent Date of Incigent submitiza on Supperting Decuments

23072024 ©01.08-2024 No Attachments Found

L——— Click here to download resolution
report of settled grievance.

Figure 9 - Download Settled Grievance Report

3.2 LOGIN - AUTHORIZED USER (POSH ACT COMPLAINT)

3.2.1 DASHBOARD

Tran - Disposed grievance

In this section, User can view Registered, Settled and
Pending grievance. Also viewed as Grievance Request ——
Counts by Category and Grievant Type wise Request Chart.

Figure 10 - Dashboard

Page 13 of 38




USER MANUAL- RISE (GRIEVANCE REDRESSAL MANAGEMENT- SEEPZ USER)

Figure 11 - Dashboard (1)

RISe crievance redressal Management N 0 @ -_rff,_s'w
'.:n-b.«zx": Looping Recelved Grievances. Forwarded Al Grievances My Grievances Manual Grievance Entry Reports
Massage 5‘""'0":""
SRIEVANCE SUBMITTED BY SEEPZ INTERNAL - (1036/SEER2/596.6001154) oaonzom §
Click on Inbox Tab to view newly Click on Grievance ID to view
received grievances. grievance details.

Figure 12 - Newly Submitted Grievance

3.2.3 LOOPING

sement

e Grevarnes  Forworded M Grievonies. My Gliewsices — gpum) eirupner Friey Arperts

1 Crmance Mamber Subiied On  SubniactFy

Click on Looping Tab to view the
looping grievances.

Figure 13 - Looping

The CC Grievance can only access the view option and add remarks.
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Grewnces  Forsarced  AllGrevances by Griovances  Manual Gence £iry - Apeets

Grlsvance! Complaint 18 oo Category S
2025/SEEPZ/590-GOOM 154 Others. Posh ACT

[oTo— Fril 1 Mobila Nurmber

Addoss State

Mumbal.andhari

Diate of Incidert
04122024

supject
Workplace Harassment

supporting b

No Attachments Found

Invastigation and appropriate action
to ensure a safe and respectiul
workpiace.

Grievance Forwarded by
mLY. Mangeds, On 04-02-2025 15:06 PM

Enter the remarks and click on
[Save Remark] button.

Figure 14 - Add Remarks

©  borsorded  AlGdoancos My Grewncos  Manual Grivance Entry  Reports

Gravancal Complaint 14 Tyee Catagary.

2026/SEEP2/530.G0BM 154 Othees. Pash ACT TEST
Nane of Gricvant el 14 Motile Nurmsor

e St

Mumisaiandheri

Date of besent Submitied O Pnding Dy
04122024 04.022025

pject
Workplace Harass

upporting Docurnents
schemants Faund

Add remarks

Figure 15 - Added Remarks
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3.2.4 RECEIVED GRIEVANCES

In the Received Grievances Tab section, grievances from SEEPZ user are
placed in the Internal sub-Tab, grievances from Public users are placed in the

Public sub-Tab, and grievances from Unit users are placed in the Unit sub-Tab.

RISe

Redressal Management

= Recelved Grievances 1

nbox  Looping Forwarded  AllGrievances My Griovances  wanual Grievance Entry  Reports

olic Urit

Submitted By Subemitted & Status

21072024

Click on Received Grievances
Tab to view received grievances.

Click on particular grievance to
view received grievances details.

Figure 16 - Received Grievances

FUAnGes | FOTNAGES M GHBVGNGRs My GREVances  Manual Gricvance ENtry  Reports
mremsl Pusie Ut

Intemai Grievance = o
Gimsnces Compiaint 14 Type Gategory R
2015/5EEP2/550.GOOM:54 others Bosn ACT

Name of Grievant Emaiio wote Numer

Adaress starus Piace of Incdent

MumBal ananeri mumneal

Date o ncide Subeitied O

04122028 04022025

sunject Deserotion Supparting Documents

Werkplace Harassment 1wisn to report a of NO Altacnments Found

Adg Notes

i sexual
Harassment (PoSH) policy. Despite
expressing alscomfort, the

be

ating a
o5t

appropriate action to ensure a safe
specttul workpiace.
Assachemant subjoct el | M N s

In this section, the user needs to add notes
and attachments, then click the [Save
Notes] button to save the notes.

Figure 17 - Grievance Details

The authorized user has the exclusive privilege to dispose of grievances.
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However, the grievance can be forwarded to any other user on the forwarded

list for viewing. Ultimately, the grievance is settled by the authorized user.

3.2.4.1 FORWARD GRIEVANCE

Click on [Forward] button to

forward the grievance.

Select the To & CC user and click
on [Forward] button to forward the
grievance.

Click on [OK] button to forward

the grievance. T
Do you want to forward the grievance?
: <

Forward X

v

Successfully Forwarded

Figure 18 - Forward Grievance
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Once a grievance is to be forwarded, select the primary recipient (one user) and
CC (multiple users). Only the primary recipient can forward the grievance, while
CC users can only view it in the Looping tab. Once it is forwarded to the

authorized user, the authorized user will dispose of it. In this case, it is forwarded

to the DC.

3.24.2 GRIEVANCE FORWARDED TO DC

DC logins with their username, password, and the provided captcha.

Q
RIh € santacruz Electronic Export Processing Zone SEZ

- - - No notifications found - - -

Click on [Grievance] button to
access grievance.

Figure 19 - Access to Module
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 Forwarded A Geiances My Griewarces  Manual Griovance Entry Reports

Tes suect susmatea gy secemsacn stz
e 4012025

Click on Received Tab to view the Click on the Grievance ID to view
— received Grievance. the grievance details.

Figure 20 - Received Grievance

o Forwated

AlGHwances MWy Grivances  Manual Grievance Eniry Reports

o1 Type Cacgery
20 Others Bosh ACT
Plam & Emalld Mobia Numbsr
aa status.
M
Dt of e S on
04122024 ea.022028
Supect Descrition of Grsvance —
' -8 "
Inappropriate benavior tnat vioktes. 1
he Prevention of Sexual Harassment o AadNates
Mot
‘snviranment. | regquest an immadiate.
Invastigation and apprapriata aztian
10 ansure » zafe and raspectful
workplace,
aterenent sunlect e | o e
Grievance Forwarded by
Mg, O 134.02-2075 15 05 1M

In this section, the user needs to add notes
and attachments, then click the [Save
Notes] button to save the notes.

Figure 21 - Grievance Details
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Mumbal angnen
Date of mcident Subritied On
04122024 04.02.2028

Subc
Workplacs Harassmant

[

& -]

Grisvance Forwaraed by

Click on [Forward] button to
forward the grievance.

Select the user and click on
[Forward] button to forward the
grievance.

Click on [OK] button to forward
the grievance.

Do you want to forward the grievance?

Forward

\/ Successfully Forwarded

Figure 22 - Forward Grievance

Once the grievance details are viewed, they can be forwarded to another user

in the forwarded option for further review, or forwarded to the authorized user

for disposal.
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3.2.4.3 DISPOSE GRIEVANCE
Authorized user logins with their username, password, and the provided

captcha.

RISe
L, 1\DE Grievance Redressal Management

board  Inbox  Looping y Entry Reports
= p— e
Click on Received Grievances Click on particular grievance to
Tab to view received grievances. view received grievances details.

Figure 23 - Received Grievance

G PoMAdGd  MIGURATGGE My GO e eimancm ey Smperte

Troe
cooMISs thers

— Cwal bl

st s

ol ket submited O
oarz3024 os.02.3025

Susfect

5 Atacmen Subect G e N o

In this section, the user needs to add notes and attachments,
then click the [Save Notes] button to save the notes.

Figure 24 - Grievance Details (1)
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employees skills

Grievance Forwarded by

Grievance Forwarded by

Click on [Dispose] button to
dispose the grievance.

Grievance Disposal

Dispose Remark"

Attachment Subject noosefle | Nofile chosen

In this section, the user needs
to add remarks and
attachments, then click the
[Dispose] button,the preview
pop-up will appear then click
on [Dispose] button to
dispose to the grievance.

Click on [Yes] button to
dispose the grievance.

Grievance Disposal X

Grievance Request Disposed Successtully

41 Here it displays confirmation

notification of grievance
disposal.

Figure 25 - Grievance Disposal

Once grievances are resolved, they will be displayed under the Settled subtab

in the My Grievances Tab on the page of the user who created them.
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3.2.5 FORWARDED

Click on Forwarded Tab to view Forwarded grievance details
forwarded grievances. are displayed here.

Figure 26 - Forwarded Grievances

3.2.6 All GRIEVANCES

Click on All Grievance Tab to view
Open & Settled grievances.

Figure 27 — All Grievances
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3.2.6.1 OPEN

RISe iomnco podrocst Mamagermant
jrd  brox Looping  Received Grievances Fenwarded Al Grrvarca: My Grevances  anualGrievanceEnlry. Reparts
Sttt

Click on Open sub-tab to Click on Grievance ID to update
view Open grievances. the pending reason.

Figure 28 — Open Grievances

Date of ncidert
om0t

Mot Applcatie

[Fr————

Click on [Update Pending Reason] button
to update the reason for open grievances.

Figure 29 - Update Pending Reason
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Ao
[I——
Pt afncide —r =

042024 0402 2025 °

sipct

10 oot Detats
[p——

Geevance Formarded by

Add the pending reason and click on [Save]
button to update the pending reason.

Add Pending Reason

Pending Reason

<&
BT P P TP PP PP PP PP PP . <

o e s

Here it displays confirmation notification
of pending reason updated successfully.

Figure 30 - Add Pending Details
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Display only the most recent
updated pending reason.

Figure 31 — Updated Pending Reason

3.2.6.2 SETTLED

Locping  eceived Gevances  Formorded | Al Gricvaree: = MyGlewnces  Mangal Grievance Enlry Reports

# 1 Grievance Number Category Type Subject Submitted On Grievant Name Status
: d

1% soamsEERZIONLMVYSIA B Bthers Others knowledge sharing session 24.072004 ke
...................... H

Click on Settled sub-tab to Click on Grievance ID to view
view settled grievances. settled grievance details.

Figure 32 - Settled Grievance Details
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Figure 33 - Settled Grievance Details

3.2.7 MY GRIEVANCES

rE—— st o e cazon -]+]

Click on My Grievance Tab to
create new Grievance.

Figure 34 - Create New Grievance
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When the user selects the Complaint or Suggestion category and submits it,
the grievance will be forwarded to the authorized user.

3.3 LOGIN ~AUTHORIZED USER (COMPLAINT/SUGGESTION)

3.3.1 RECEIVED GRIEVANCE

Click on Received Grievances L Click on particular grievance to
Tab to view received grievances. view received grievances details.

Figure 35 — Received Grievances

In this section, the user needs to add notes
and attachments, then click the [Save
Notes] button to save the notes.

Figure 36 - Add Note
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3.3.1.1 FORWARD GRIEVANCE

Click on [Forward] button to
forward the grievance.

Select the user and click on
[Forward] button to forward the
grievance.

Click on [OK] button to forward
the grievance.

Do you want to ferward the grievance?

>

i Cancel

Forward X

\/ Successfully Forwarded

Figure 37 - Forward Grievance

Once a grievance is to be forwarded, select the primary recipient (one user) and

CC (multiple users). Only the primary recipient can forward the grievance, while
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CC users can only view it in the Looping tab. Once it is forwarded to the

authorized user, the authorized user will dispose of it. Here, it is forwarded to

the DC.

3.3.1.2 GRIEVANCE FORWARDED TO CORRESPONDENT USER IN LIST

Click on Received Tab to view the Click on the Grievance ID to view
received Grievance. the grievance details.

Figure 38 - Received Grievance

o meisi
2025/SEERZ/BALBXOM-EOE others Suggestio

Grisvance Forwarded by

In this section, the user needs to add notes and attachments,
then click the [Save Notes] button to save the notes.

Figure 39 — Add Notes
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Click on [Forward] button to
forward the grievance.

Select the user and click on

[Forward] button to forward the
grievance.

Do you want to forward the grievance?

Click on [OK] button to forward
Forward y the grievance.

\/ Successfully Forwarded

Figure 40 - Forward Grievance
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Once the grievance details are viewed, they can be forwarded to another user
in the forwarded option for further review, or forwarded to the authorized user
for disposal.

3.3.1.3 DISPOSE GRIEVANCE

Authorized user logins with their username, password, and the provided

captcha.

RISe revance Rearessal uan

Submitted By Submitted n Status

Click on Received Grievances Click on particular grievance to
Tab to view received grievances. view received grievances details.

Figure 41 - Received Grievance

In this section, the user needs to add notes and attachments,
then click the [Save Notes] button to save the notes.

Figure 42 - Grievance Details (1)
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i Grievance Disposal

Click on [Dispose] button to
dispose the grievance.

Dispose Remark®

Altachment Subject cnoose Tl No file chosen =
T ek F In this section, the user needs
i e | ([0 to add remarks and
O o e E attachments, then click the

[Dispose] button,the preview
pop-up will appear then click
on [Dispose] button to
dispose to the grievance.

Are you sure you want to dispose the grievance?

)

Grievance Disposal

Click on [Yes] button to
dispose the grievance.

Grievanee Request Disposed Successfully

Here it displays confirmation
notification of grievance
disposal.

Figure 43 - Grievance Disposal

Page 33 of 38




USER MANUAL- RISE (GRIEVANCE REDRESSAL MANAGEMENT- SEEPZ USER)

4 MANUAL GRIEVANCE ENTRY

In this section, certain grievances can be submitted directly to SEEPZ. These

grievances should be entered manually in the Manual Grievance Entry tab.

Navigate to Manual Grievance Entry
Tab to enter grievance manually.

Furnish the required details and Click on

[Save] button.

Figure 44 — Manual Grievance Entry

There are three types of complaint categories: Complaint, Suggestion, and
POSH Act.

e When the user selects the Complaint or Suggestion category, it will be
directed to the authorized user handling those categories.
e |If the user selects the POSH Act category, it will be directed to the

designated authorized user.

In the Grievance User section, if the user selects "Unit User," the unit and related
details will be automatically populated.
If "Public User" is selected, the user will need to manually enter the relevant

details.
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The saved details will be displayed under the Manual Grievance Entry tab.

Bashbeara

Grievances  Forwarded  AlGrisvances My Grievances | Manusl Grievance Eniy | Reparts

el Grevence Enry x|

seiect Type ~ Supject

a Modie Of Receipt Detabed Deseription of revence.

attachment subject Bro o selocted - +]

The entered detail will be displayed here.

Figure 45 — Saveed Details

Once the grievance is manually entered and saved, a notification will be sent to

the respective user.

o [fitis a Unit User, the grievance will appear under the Submitted tab.

o [fitis a Public User, the notification will be sent to the provided email
ID and mobile number. The Public User can track the status of the

grievance using the given Grievance ID.
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5 REPORTS

Redressal Management

Looping Forwarded Manual Grievance Entry : Reports
o Reports

Pending Grievances Report

Grievance Register Report

Grievant Type Report

Click on Reports Tab to
generate reports.

Figure 46 - Generate Reports

5.1 PENDING GRIEVANCE REPORT

Dasnboard  mbox  Looping

Forwarsed Manual Grievance Entry ~ Reports
[ Reparts

Pending Grievances Report

Grievance Register Report

Grlavant Type Report

Click on [Generate] button

Pending Grievance Report % to generate specified report.

Pending days
[ O'to 7 days

: days
........................................................................................... Graster than 14 days

Choose pending days and click
PDF/Excel to generate report.

Figure 47 — Reports Details
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SEEPZ Special Economic Zone Authority
SEEPZ Service Centre Building, SEEPZ SEZ, Andheri (E), Mumbai 400 096
Ph:022-28294700, E-mail: ediseepz-mah@nic.in, Website: www.seepz.govin

Pending Grievances Report

# Grievance No Category Type Grievant Type Submitted On  Subject Pending Reason Pendancy
(in days)

Figure 48 - Sample Report

The same procedure can be followed for generating Grievance Register Report

and Grievant Type Report.
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**End Of the Module — RISe (Grievance Redressal Management — SEEPZ User) **

“Thank you for thoroughly exploring the features and information.”
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