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NAeG/14-15/00098

Innovative improvement in CITIZENS REDRESSAL MODULE

Innovative Use of Technology in e-Governance

12-06-2013

Main objective was to provide prompt service to the citizen in best possible manner. Provide Toll
free number (24 x 7) to resolve complaints and status of complaint updated online. Module must
have local language support. Citizens can log their complaint in Gujarati and English in easy way.
Complaint should be identified to whom it may concern for resolving purpose. It should be
transferred to the responsible employee for resolving the complaint at grass root level. Higher
authorities can monitor and guide their employee in complaint resolving process. Citizen can check
the status of his complaint easily and may come to know about delay in resolving process.
Solution : Improvement in Citizen Services, Citizens can logged complaint on toll free no and via
internet also, Centralized system, Auto Escalation, 24 x 7 working environment, Higher authority
can view complaint online, SMS forwarded to VMC employees for quick resolution, Citizens can
view their complaint status online.

The citizens of Vadodara city, i.e. Approx.18 Lacs.
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