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1. Introduction

SUJOG is an endeavor of Housing & Urban Development Department, Govt of Odisha, to leverage digital
transformation in heralding a new era of improved efficiency and effectiveness of services delivery to
the citizens. It aims to further enhance the public experience by providing accessible, convenient,

transparent, and timely delivery of citizen centric services.

The SUJOG Public Grievance Redressal System (PGR) is one of the focus areas for the H&UDD to help
citizens to register grievance online, track the grievance resolution progress until its closure and provide
feedback on the service resolution. The service allows the citizens to register any grievance under the purview

of the municipal administration through the web and the mobile applications.
1.1. Purpose of this document

The purpose of this document is to help the interested citizens to operate the Public Grievance Redressal
(PGR) of SUJOG platform. Public Grievance Redressal Module (PGR) Citizen User Manual is for interested
citizens users to register and file any grievance related to the Urban Local Bodies (municipal corporations,
municipalities, and NACs) of the State of Odisha. This user manual will help citizen to access through the
system to register themselves and file, track, and rate grievances. This manual covers up the various features

of PGR and every feature is defined with a screenshot for user assistance.
1.2. Objective

In pursuance of the government’s objective of accountable, transparent and citizen friendly government, it
was decided to establish a speedy and effective grievance redress machinery. The objective is to ensure online
availability of the grievance system to the citizens thereby providing him/her facilities to lodge the grievances,

find the status, and send reminders etc., irrespective of their geographical location.
1.3. Intended Audience

The PGR system enables citizens to file a grievance remotely and track its status to closure. This manual can

be used by Citizens to file, track, and rate grievance. The PGR service allows the Citizen to:

e Lodge and Track Complaints via Web Portal and Mobile App.

e Upload Photographs related to the complaint and any additional details about the said complaint.

e Reopen or escalate a complaint that has been resolved if the citizen is not satisfied with the resolution.
e Rate a complaint after resolution.

e View all complaints filed - pending and completed.

e Receive Notifications via App, SMS, email for complaint updates.

e Citizen can Interact with municipality (Call & Comments)
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2. General Functionalities of SUJOG

2.1. Citizen Registration

1. To Register, please g0 to the following link:

https://sujog.odisha.gov.in/home

@ 1800 121 6333 @

SSUJOG HOME SERVICES ~ INFORMATION v ULBS HELPDESK

E Services

Shit Modban Chavan Majhi
-

,’..SUJOG HOBME SERVICES w INFORMATION v uLss HELPDESK

DEPARTMENT
DTHERS

TPA

E Services

Shrt Mahan Charan Majhi
W e CTabd Mevdes
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2. Click on ‘Register’ as shown in the image below.

SSUJOG | Odisha

LOGIN

Mobile Number *

3. Enter your mobile number and Name, select your city, and click on ‘continue’ button.

FSUJOG |

REGISTER

4. Application generated OTP (One Time Password) will be sent to the registered mobile number.

5. Enter the received OTP and click on ‘Continue’ to login into your account.
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FSUJOG |

ENTER OTP

ar——rmn
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2.2, Citizen Login Application

If you are an already registered citizen on SUJOG, you need not register again. Please follow the below steps
to login in the system to avail the services.

1. Open the application and enter your registered mobile number and click on continue.

FSUJOG |

LOGIN

2. Citizen will need to enter the OTP received on the registered mobile number click on ‘Continue’.

FSUJOG |
ENTER OTP

| ——
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2.3. Edit User Profile

1. After completing the user registration on the portal, citizen will be able to make the following changes:

e Upload profile photo
e Capture/update name
e Capture/update gender
e Capture/update email ID
e Capture/update base city
g i
SEARCH

e

Property Tax

-' Complaints

Complaints

3 Property T

FSM

B ACTION_TEST_LAYOUT AP
K1 Buildng Plan Approval
M =mptying of Septic Tank
2 Trade License

.* Water & Sewerage

“& Marnage Registratian

A new screen will appear where citizen will be

gender, city of residence and email id.

.

PO o ~ o

=p@+ CUTTACK MUNICIPAL CORPORATION
-

Edit Profile

-
i1 Property Tax

FiMm
B ACTION_TEST_LAYOUT_A
Buiding Plan Approvi
Emptying of Septic Tank

Trade Licerss

e
s
=
~»

Water & Sewerage

S Martringes Registrution
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Trade Licenge

Citizen will select ‘My Profile’ icon on the top right corner and select Edit Profile option.

- - Q “SUJOG
1 + 9 —
ol g = N A
A o
e
Water & Bullding #tan Marriage Emptying of
TEST_LAYOUT_AI
Sewersge Approvel Reagistrotion Seplic Tank

able to update/make changes to profile picture, name,

“SUJOG

Citizen's Name

Berhampur
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3. Functionalities of PGR Module

Using the SUJOG PGR system, the citizen can file a grievance remotely and track its status to closure.
3.1. New Compliant Registration by citizen

1. After login, the citizen will be to navigate to the home page to view and access all the services available
on SUJOG.

2. To access the Grievance system, the citizen selects the ‘Complaints’ tile.

'

é‘ CUTTACK MUNIGIPAL :aniﬁ.rum INGLEN - - fal ‘SUJOG

SEARCH

#4o - +9 :
.9“ ' n‘s - ' ol u‘

P e : Water & Buldng Plan Martage Emptywg of
WO Complaints Property Tax Trode Ucense TESTLAYOUT Al

|

B

Sewerage Appeoval Registration Septic Tank

[] Property Tax

M

£ ACTION_TEST_LAYOUT_AP

Buildng Plan Approval

Emptying of Septic Tank

Tiode License

Water & Sewerage

2 Murtiage Registration

3. To register a new complaint, citizen will select ‘File Complaint’ option.

o2
L . - “SUJOG

®.
Complamis L=

Fde Complaint My Complamis (2
penty Tex

[} «OCR Scrutiey
By Duilding Fan Approval Updates f

° ACTION_ TEST_TRADE_LICEN
Cleaning of Public Tollet

& Woter & Sewerage

Garbaga bin overflowing

-

4. A fresh form will appear where citizen will need to enter complaint details. Citizen will need to fill up the

following details to Submit Complaint:

e Select complaint type from the dropdown list. (mandatory)
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e Enter complaint additional details.
e Enter compliant location details.
¢ Enter the landmark to provided location if any.

¢ Enter Photo of complaint citizen wants to register.

- - SUJOG

SEARCH it £
File Compiaint

2 Complaints e
#LDAL

Propaty Tax

eDCR Scrutery

Buliding Plan Approval
ACTION_TEST_TRADE_LICEN

Waler & Sewernge

v - £SUJOG

= Complaints

Propesty Tax

1 «DCR Scruting

Bubdng Plan Appravel

ACTION TLSY TRADE LICEN

fater & Sewernge

5. Click on “File Complaint’ button to submit the complaint.
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- £SUIOG
= s - : .

Complaintz

5 Propesty Tax °

Thank You!
Scraliny
Complaint Registered Successully
1 Bulideg Plan Apgrovel
Complaint No 14/06/2021/000181

ACTION_TEST_TRADE LICEN

You con rack The status of your complamt on\nthis app anyTinwe

Water & Srmerage

6. Citizen will be able to track the status of his/her complaint using the system generated complaint
number.
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3.2. Track Status of Complaint

1. The citizen will login to the application, select ‘complaints’ section under citizen services section.

oL

S CUTTACK MUNICIPAL CORFRATION (NGLISH . fa “SUIOG

SEARCH

3025

o= {? +ar BE ™

1 I T - |
== i M
o | t Water & Buiding Plar Marringe Emplyng of
ompia ~ v o [
AR ool Complaints Property Tax Trade License TEST_LAYOUT Al
Sewerage Approval Registration Saptic Tank

m'_\ Properly Tax

FEM

il ACTION_TEST_LAYOUT_A

] Building Plan Agprovel

B Emptying of Septic Tank

€ Tnade License

Water & Sewerage

2. Marrioge Registrabior

2. Thereafter, select ‘my complaints’ option as shown in the image below:

- - “SUIOG

SEARCH

®.
Complamta p==N

n Property Tax

eDCR Scrutiny '

n  Suilding Plan Approval Updates

ACTION_TEST_TRADE_LICEN .
Garbage bin averflowing

Waler & Sewerage

Your Complaint has been Fied

Cleaning of Public Toilet

-

oo Complaint has been Aszigned

3. Citizen will be able to view all the complaints registered by him/her till date. Citizen will need to select a

complaint to view all complaint related details.
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- - “SWOG

My Complaints (3)

Garbage bin overfiowing
o' Complaints

B Property Tax

eDCR Seratiny

Sulking Pisn Apuovel Cleaning of Public Tollet

ACTION_TEST_TRADE _LICEN

Water & Sewerage

Garbage bin overflowing

—
(=
-
!

4. Citizen will be able to view the complaint timeline including complaint assignment details, status of the

complaint, etc.
o2
v - - £SUWIOG
F
SEANCH n Complaint Detalls
Garbage bin overfiowing
2 Complaints 1 T e 1&4/0e/2021/0007¢
icd
1 Properly Tax
4 J
- =DCR Soruatiny
= Sathage I8 overMowing near the Temple
7 Butiding Flan Approval
ACTION_TEST_TRADE_LICEN Q  Address Details
Wuler & Sewerage s —
T
]
_—
- - FSUioG
CrESCwsmaE=—
SEARCH
e ———
A
Complaints
) . /' Complaint Timelne
N Property Tex
CR Scorutey "
fuilding Pian Appravad
ACTION_TEST_TRADE_LICE) ‘S
Water § Sewenge
M comments
-
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3.3. Re-opening a resolved complaint by citizen.

Once marked resolved by the department officer in case the citizen is not satisfied with the resolution of

complaint. He/she can choose to Re-Open the complaint.

When a complaint is re-opened once, it will be escalated to level 1 escalation officer within the
department, to level 2 escalation officer if a complaint will be re-opened for the second time, to level 3
escalation officer if a complaint will be re-opened for the third time and to level 4 escalation officer if a

complaint will be re-opened for the fourth time.

1. Tore-open aresolved complaint, citizen will select ‘My Complaints’ option as shown in the screen below.

f!'\
S NaLisk . #SUI0G

SEANCH

(]
& Compluints o
Flle Complam omplaits {3)

Property Tax

[} «DCR Sorutiny zi

Hullging Plan Approval Updates

ACTION_ TEST_TRADE_LICEN
Garbage bin overfawing
-
(=

Woler & Sewutags

Cleaning of Public Tollat

2. Screen with all the complaints registered by the citizen will appear. Citizen can click on any Closed
Grievances

3. A Closed complaint will have two options ‘Rates’ & ‘Reopen’ as show in the image below.

P - “SUJOG
My Complaints (3)
Cleaning of Public Toilet (o
- Complunts
Ko Froperty Tax
¢ ©DCR Sprutiny
| Suliding Plen Appeovet Garbage bin ovarfiowing [ come
ACTION. TEST_TRADE_LICEN
Waler & Sewntage
Garbage bin overfiowing et .
: e

4. Citizen will select ‘Re-Open’ option to re-open the complaint.
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- - “SUJOG

A Complaint Timeline

Compissis

] Property Tax :

1 «DCR Scruting

] Buliding Ffan Appraval

ACTION_TEST_TRADE_LICEN

Water & Sewernge

5. After clicking on re-open button citizen need to provide valid reason to re-open the complaint and will

also have a provision to upload supporting image.

oY

- N
, - . “SUIOG
Reopen Complaint

SEARCH

Complainia O
] Property Tax o )iy pertinl
SDCR Soruteyy

O

Y Building Pan Approval O

ACTION. TEST _THADE LICEN

Waler & Sewernge :

6. Citizen will click on continue button and complaint will be re-opened and escalated to officer.
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N - - ZSUJOG

SEARCH A Complaint Timefine

amplaints

Property Tas

Aullding Plan Apgroval

ACTION, TEST TRADE LICE

Water E Seweroge &

o
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3.4. Re-opening a rejected complaint.
1. The citizen will select ‘My Complaints’ option.
2. A new screen with all the complaints registered by the citizen will be visible.
3. Citizen will select the complaint that been rejected by the department and citizen wishes to re-open.

4. Afterselecting the complaint, below screen would appear and citizen will need to select ‘Re-Open’ button.

A
ol

-

- v “SUJOG

SEARCH A Complaint Timeline

Complamis

] Property Tax

! «DCR Scrutiny

Bullding Flan Appraval
B

ACTION_TEST_TRADE _LICEN

Water & Sewernge

o

5. After selecting on re-open button citizen will need to provide a valid reason to reopen the complaint along

with the attached photo of the problem

6. Citizen will click on continue button and complaint will be re-opened and escalated to higher level officer.
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3.5. Provision to Post Messages on Registered Complaint

1. Citizen will select the complaint where citizen wants to add a comment.

2. Citizen will be able to enter his/her comments in comment box and select Submit icon in order to post the comment.

.
7~

L . - “SUJOG

SEARCH A complaint Timeline

&
Comodaints | EERTETD [LSmTEET—
y Property Tax
] Buikdng Plan Approval
ACTION_TEST_TRADE_LICEN N
Water & Sewenage
.—4 Cammenls g

3. After adding a comment, it will be visible to all concerned citizens including the GNO ( Grievance Nodal Officer)

under complaint details forever.

Both citizen and departmental citizen having access to the complaint will be able to post comments as and when

required. Sample available in the screen below
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3.6. Provide Feedback on Complaint

The citizen will receive an alert/notification/SMS on his/her mobile number registered with the application after a
complaint registered by him/her is resolved by the department.

1. In order to provide feedback on a resolved complaint, the citizen will select ‘My Complaints’ and select the

complaint for which citizen wishes to give feedback.

2. Citizen will get the detailed summary of his/her complaint.

s
- st v “SUIOG

L -

A Complaint Timeline

B3 Property Tax . —
s 13

£} «0CR Scruting

o Compleints

] Buliding Flan Appraval

ACTION_TEST_TRADE_LICEN

Water & Sewernge

o

3. Following screen will appear after selecting ‘Rate’ button.

2
) o - *SWIOG
SEARCH Feedback
Complainta

j Property Tex

71 &DCR Scruting

g Huilding Man Approvad
O
ACTION_TEST_TRADE_LICE
Waler & Sewntage D

4. After filling the feedback form citizen will click on ‘submit’ to drop the feedback.
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