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INDIA

IREC

F. No. 23-CLT/58/2025-CREW-DGS (C.No. 35464) Date: 25.05.2026

DGS ORDER 13 of 2026

In order to further strengthen the 24x7 Grievance Redressal Mechanism, the
Directorate General of Shipping has launched the Beta version of the Grievance Redressal
Module on the e-Navik portal eNavik. The date for full-scale Go-Live shall be
communicated separately in due course. In the interim, seafarers and stakeholders are
encouraged to utilise the Grievance Redressal Module for lodging and tracking their
grievances through the system. Also to ensure timely receipt, handling, coordination, follow-
up and resolution of grievances received from seafarers, their families, and other
stakeholders, the Competent Authority hereby designates the following Grievance Redressal
Support Unit (GRSU) and DG COMM Support Unit resources, along with their respective
roles and responsibilities.

All grievances under the 24x7 Grievance Redressal Mechanism shall be lodged only
through the designated Point of Contact, as mentioned:

Domestic Toll-Free No.: 1800-889-7768

International Contact Number (US Toll Free): +1-888-988-0256
WhatsApp Number - +91 8655856830

Helpdesk Email: enavik.24x7@gov.in

If the seafarer is onboard, before lodging a grievance on the Grievance Redressal
Platform, the complainant shall, wherever applicable, first exhaust the onboard grievance
redressal procedures available under the applicable shipboard complaint mechanism,
including escalation to the Master and Company/RPSL in accordance with the Maritime
Labour Convention (MLC) and relevant Merchant Shipping Rules. Grievances may
thereafter be lodged on the platform in cases where the matter remains unresolved, involves
urgent welfare or safety concerns, or requires intervention of the Directorate General of
Shipping.

The Grievance Redressal Support unit shall coordinate, escalate, and follow up on
grievances received through various channels including DG COMM helpline, emails,
grievance portals, CPGRAMS, and other official communication modes, strictly in
accordance with established SOPs and directions of the Competent Authority. The
Grievance Redressal Support Unit will follow up with the Grievance Redressal Officers of
the pertaining department/ branches. The DG COMM Support unit will man the DG Comm
welfare mobile Number(9004048406), Support Email ID (support.dgs@gov.in) as well as
the grievances coming Crew branch mobile number (9004062624) and Crew branch Email
ID (crews-dgs@nic.in). The Grievance Coming from these four channels will be forwarded
to the Toll Free support unit for formal lodging via Grievance Redressal module according
to the Transition plan.
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1. Toll Free Support Unit (Help desk)

Role & Responsibility

Toll-Free Support Unit (24x7 Intake Layer) shall function as the primary interface for
receipt and registration of grievances. The unit shall receive grievances through toll-free calls-
domestic and international, Whatsapp, helpdesk emails and all other redirected channels,
ensure accurate registration in the Grievance Redressal Module with complete details,
generate a unique Ticket ID, and trigger system-based acknowledgements to complainants. It
shall also provide status updates and facilitate communication based on system records,

ensuring correct categorisation of grievances.

The unit shall not undertake investigation, adjudication, or closure of grievances, and
shall function strictly as a facilitation and intake layer. All actions shall be carried out in

accordance with the approved SOP and shall remain digitally recorded and auditable.

sr.No. | Helpdesk Agent
Helpdesk Resource 1

Helpdesk Resource 2

Helpdesk Resource 3

Helpdesk Resource 4

Helpdesk Resource 5

Helpdesk Resource 6

Helpdesk Resource 7

|| N[N | |WIN|—

Helpdesk Resource 8

2. Grievance Redressal Support Unit

(GRSU) Role & Responsibility

The Grievance Redressal Support Unit shall function as the Digital processing and
resolution unit, responsible for inter-departmental coordination, monitoring of action taken,
and ensuring closure within prescribed timelines. They will also be responsible for all crew
branch related matters including coordination and communication with seafarers, Next of Kins

and other related stakeholders.
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Work Allocation between resources along with their details & assigned grievance
categories

Assigned Grievance Categories/ Work

Official Email Allocation

Miscellaneous Grievances Overall

orsu.pme- oversight, supervision, and coordination of

1 i ,, o
Senior Consultant 1 dgs@govconsultant.nic.in | all

grievance categories.

CDC, BSID, Nautical COC/COP,

2 Junior Consultant 1 m Assessments, Examinations,

dgs@govconsultant.nic.in

Certification related to Nautical

INDOS, Passport, Seafarers’ Profile, COC

Cookery, Debarring of Seafarers, RPSL
Grsu2-

: | Agencies, Fraudulent
des@govconsultant.nic.in

3 | Junior Consultant 2

Certification/Documents, Cheating Cases,

Death, Missing Seafarer, Desertion

Placement (prior/after joining), Training-
related matters, Sea Service (Sign-on/Sign-

Junior Consultant 3 . .
4 Ju U To be populated off), Abandonment/Arrest/Detention, Piracy

& Hijacking

Engineering  COC/COP,  Engineering

Assessments & Exams,
Misconduct/Alcohol, SWES, SPFO,

Grsu3-

dgs@govconsultant.nic.in | CPGRAMS &

RTI, IT & e-Governance issues, DC

Renewal, Advance DCE, Oral/Exam

5 | Junior Consultant 4

3. DG COMM Support Unit (24 x 7 Facilitation Unit) Role & Responsibility

The DG COMM Support Unit shall operate as the facilitation and coordination layer,
responsible for receiving grievances, queries, and distress communications, recording them
accurately, and forwarding each and every grievance to the Toll free Support Unit for formal
lodging of grievance in the Grievance redressal Portal for Unique ID/ Ticket generation,

while maintaining real-time coordination and follow-up.
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Manpower Details & Responsibilities

Role Contact Details Key Responsibilities
DG COMM 1. Manning DG COMM welfare mobile
1 Support 1 9004048406 number and official support email;
facilitation and coordination between all the
DG COMM 9004062624 Departments affiliated with DG Shipping.
2 Support 2 2. Receive grievances, queries, and
Support.dgs@gov.i communications  from  seafarers and
n stakeholders
3 DG COMM_ 3. Forwarding grievances to  concerned
Support Unit 3 | Crews-dgs@nic.in departments and ensuring communication
flow between all the stakeholders

4. Monitoring Authority Role & Responsibility

Monitoring Authority shall act as the supervisory authority for the 24x7 Grievance
Redressal Mechanism, providing overall governance, policy oversight, and strategic direction.
The officer will be monitoring the 24x7 grievance every month on a rotating basis and shall
function as the final escalation authority for sensitive and inter-departmental cases, review
grievance performance and approve resolutions in exceptional matters. This role shall be
assigned on a monthly rotational basis among designated DDGs (Crew processes, Crew

welfare, Training and Casualty) with all directions recorded in the system for accountability.

# Monitoring Authority Officer Email ID

1 DDG Crew Processes crews-dgs@gov.in

2 DDG Crew Welfare n.mukesh@gov.in

3 DDG Training praveen.nair(@gov.in
4 DDG Casualty singh.harinder@gov.in

5. Apex authority oversight Role & Responsibility

The Director General of Shipping and Additional Director General of Shipping are the
highest Apex Authority who exercise overall supervisory and administrative control over the

Grievance Redressal Mechanism.
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# Apex Authority Email ID
1 | The Director General of Shipping dg-dgs@gov.in

2 | The Additional Director General of Shipping | addldg-dgs@gov.in

In order to institutionalize a structured, transparent, and technology-enabled e-Navik grievance
redressal portal, the Directorate General of Shipping has developed a Standard Operating
Procedure (SOP) on Grievance Redressal Mechanism. Kindly refer Annexure 1 for the SOP

The SOP establishes a comprehensive six-layer grievance redressal architecture, covering
grievance intake, registration, processing, coordination, escalation, decision-making, and
monitoring. It is designed to ensure timely, accountable, and auditable resolution of
grievances received from seafarers, their families, and maritime stakeholders, in alignment
with the provisions of the Merchant Shipping Act, Maritime Labour Convention (MLC), and
relevant rules.

The mechanism introduces a Single Point of Contact approach, supported by a 24x7 toll-free
system, digital grievance tracking, defined escalation matrices, and clearly demarcated roles
across operational and supervisory layers. All grievances received through alternate channels
(helpline, email, WhatsApp) shall be mandatorily redirected and formally registered in the
Grievance Redressal System with a unique grievance ID for tracking and monitoring. The
SOP also strengthens inter-departmental coordination and ensures that all grievances are
processed within prescribed timelines through system-based monitoring and reporting.

This mechanism shall be applicable to:
e All grievances received from seafarers, their families, and maritime stakeholders like

RPSL agencies, Shipping companies, unions etc.

e Grievances related to certification, recruitment, welfare, employment, training, non-
compliance of MLC and regulatory matters

o All departments, field offices, and associated entities under the Directorate General of
Shipping

This Office Order is issued to operationalize the SOP and to designate the roles,
responsibilities, and resource allocation across various layers of the Grievance Redressal
Mechanism. This Office Order shall come into force with immediate effect and shall remain
valid until further orders.

Transition Plan from Legacy Grievance Channels to 24x7 Help Desk Support Unit

The operational transition of legacy grievance intake channels into the ARI-supported 24x7
Helpdesk Intake Layer of the e-Navik-enabled Grievance Redressal Module shall be
undertaken over a notified transition period of 90 Days (3 Months).

Grievance intake, examination, monitoring, escalation and closure under the DG Shipping
24x7 Grievance Redressal Mechanism shall be governed through the following Seven-
Layer SOP-Based
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Operational Architecture:

Decision
Authority

Core Responsibility

Grievance Intake & System

Layer-1 24x7 Helpdesk (ARI) ) _ X
Registration
Grievance Redressal Examination, Categorization &
Layer-2A ) o X
Support Unit (GRSU) SLA Monitoring
_ Assisted Intake & Stakeholder
Layer-2B DGCOMM Support Unit o X
Facilitation
Grievance Redressal Statutory Examination & Case
Layer-3 v
Officers (GROs) Closure
Monitoring Authoriy Supervisory Oversight &
Layer-4 ) ) ) v
(Rotational DDG) Escalation Handling
) System Maintenance & Platform
Layer-5 ARI Technical Support ) X
Uptime
Addl. DG Shipping / NA/ | ) )
Layer-6 s Final Review and Oversite v
Layer-7 DG Shipping Apex Authority v

This transition shall be aligned with the operational stabilization of the ARI-supported
Helpdesk Intake Layer, during which:

e Legacy grievance intake channels shall continue to function as Assisted Intake

Interfaces.

e Independent lodging and manual processing of grievances through such legacy

channels shall be progressively phased out; and

o Existing helpline numbers and support email IDs shall be administratively
integrated into the Crew Branch framework as Secondary Stakeholder Facilitation

Interfaces.
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The phased transition schedule shall be implemented as outlined below:

Phase Timeline Transition Activity Operational
i Outcome
Activation of the ARI-supported 24x7
Helpdesk Intake Layer and mapping of all Unified  intake
T to T + 15 existing legacy grievance intake channels| framework
Phase-1 0 Davs including DGCOMM Welfare Mobile,| initiated under the
¥ Crew Helpline, support email IDs and| e-Navik  GRM
WhatsApp interfaces to the GRM-enabled platform.
registration framework.
Parallel Intake Period for operational
stabilization of the Helpdesk Intake Layer | Transitional assisted
wherein legacy intake channels continue | intake functioning of
Phase-II T+ 15 to receive stakeholder communications; | legacy interfaces with
to T + 45 Days | however, all grievances received shall be | mandatory
mandatorily documented and routed to | Helpdesk-based
the Helpdesk  for  system-based | registration.
registration within GRM.
Progressive migration of  intake
dependencies including manual | ... . .
. . . Digital grievance
documentation and email-based routing| . o
T+ 45 . ... =] intake stabilised
Phase-III practices to dashboard-enabled monitoring| . ..
to T + 60 Days . . within GRM-enabled
by GRSU, alongside functional
ce ) workflow.
stabilization of system-registered
grievance intake through the Helpdesk.
Gradual closure of independent grievance
: ) .| Independent legacy
lodging functions through legacy helpline| . .
T + 60 . L grievance lodging
Phase-1V numbers and support email IDs, with intake
to T + 75 Days o e . . X processes
responsibilities being progressively aligned withdrawn
to the 24x7 Helpdesk Intake ’
Layer.
Administrative integration and merging of]
legacy helpline numbers (DGCOMM]| Legacy intake
T +75 Welfare Mobile / Crew Helpline) and channels absorbed
Phase-V grievance-related support email IDs into the| into Crew Branch
to T + 90 Days . . . .
Crew Branch to function exclusively as| for assisted intake
Secondary Assisted Intake and Stakeholder| support.
Facilitation Interfaces.

Post Phase-V Operational Position (T + 90 Days Onwards)

Upon completion of the notified 3-Month Transition Period based on Helpdesk stabilisation:

e Formal grievance lodging, registration and lifecycle monitoring shall occur
exclusively through the ARI-supported 24x7 Helpdesk Intake Layer within the e-
Navik GRM framework.
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Legacy helpline numbers and support email 1Ds shall:
o No longer function as independent grievance lodging mechanisms; and

o Operate solely under the administrative control of the Crew Branch as
Assisted Intake and Stakeholder Facilitation Interfaces.

Layer-2B shall provide intake facilitation support by:
o Receiving stakeholder communications relating to grievances.

o Providing assisted guidance regarding lodging of grievances through the
24x7 Helpdesk or GRM; and

o Redirecting complainants to the designated Helpdesk Intake Layer for
formal system registration.

Standalone intake, manual documentation or processing of grievances through legacy
communication interfaces outside the GRM shall not be recognised as formal grievance
lodging or disposal under the DG Shipping 24x7 Grievance Redressal Mechanism following
completion of the transition period.

General Instructions

1.

2.

All grievances shall be handled strictly as per SOPs and within prescribed timelines.

Regular coordination between DG COMM and GRSU shall be ensured for
seamless grievance handling.

The Grievance Redressal Support Unit (GRSU) shall also coordinate with the
Crew Branch for all matters relating to seafarers.

A transition period of three (03) months is hereby provided for migration of
upcoming helpdesk cases and VIP references to the Grievance Redressal Module,
wherein all such cases shall be formally registered in the system for generation of
Unique Grievance ID and ticket-based tracking. During this period, all ongoing and
new cases shall be progressively aligned to the system-based workflow.

The existing weekly crisis management and grievance review meetings shall be
transitioned to a web-based dashboard review mechanism, wherein grievance
status, pendency, escalation, and performance metrics shall be reviewed through
real-time system dashboards for improved monitoring, transparency, and decision-
making.

This arrangement shall come into force with immediate effect and remain valid
until further orders.

Kindly refer Annexure 1 Grievance Redressal Mechanism Standard Operating
Procedure (SOP).
Kindly refer Annexure 2 for User Manual of Grievance Module in e-Navik Portal.

(Shyam Jagannathan)
Director-General of Maritime Administration
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. Step-by-Step Procedure

1. Receiving the Grievance

Grievance Redressal Contact Points:

Contact Channel Details Manned / Handled By
Toll-Free Number (For ARI Toll-Free Support Unit
. 1800-889-7768

Domestic Calls) (24%7)

International Contact ARI Toll-Free Support Unit

Number (US Toll Free) | © 000 9988-0256 (24x7)

WhatsApp Number | +91 8655856830 ARIToll-Free Support Unit
(24x7)

Toll Free Helpdesk . . ARI Toll-Free Support Unit

Email enavik.24x7@gov.in (24x7)

DGCOMM Welfare .

. 9004048406 DGCOMM Support Unit
Mobile
. DGCOMM Support Unit/ Crew

Crew Helpline 9004062624
Branch

Crew Branch Email crews-dgs@nic.in DGCOMM Support Unit

Support Email support.dgs@gov.in DGCOMM Support Unit

The toll-free number shall function as the single primary channel for grievance
registration and lodging. Accordingly, any grievance received through DGCOMM Welfare,
Crew Helpline, or official email IDs shall be redirected to the toll-free support unit for
formal registration.

All such redirected grievances will be entered into the grievance redressal module:
eNavik, a unique grievance ID will be generated, and the case will thereafter be
processed, tracked, and monitored from the Grievance redressal Module.

A. If received via WhatsApp or Email by DG Comm Support Unit:
e Step 1: Acknowledge receipt (Manual acknowledgment).
e Step 2: Open the Grievance Master Excel Sheet.
e Step 3: Fillin the following all the mandatory columns:
o Date of receipt
o Name of Seafarer
o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

4
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o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Full description of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

o Step 4: Forward the grievance with complete details to the toll-free support
unit via email

e Step 5: The Grievance will be lodged by the Toll-free Support unit in the
Grievance Redressal Module and unique ID will be generated.

e Step 6: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.

B. If Received via Phone Call:

> To Toll free Support Unit:
e Step 1: Politely listen to the concern.
e Step 2: Fill in the following all the mandatory details needed to lodge the
grievance as per the system:

o Name of Seafarer

o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Fulldescription of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

e Step 3: Lodge the grievance in the Grievance Redressal Module and generate
Unique ID.
e Step 4: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.
» To DG Comm Support Unit:
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Step 1: Politely listen to the concern.

Step 2: Open the Grievance Master Sheet and fill in the following all the
mandatory columns:

o Date of receipt

o Name of Seafarer

o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Full description of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

Step 3: Forward the grievance with complete details to the toll free grievance
unit via email

Step 4: The Grievance will be lodged by the Toll-free Grievance unit in the
Grievance Redressal Module

Step 5: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.

C. If acallis missed:

> Toll free Support Unit (by ARI)

Step 1: Return the call at the earliest and lodge grievance.

> Bythe DG Comm Support Unit:

Step 1: Return the call

Step 2: share the WhatsApp message template (refer Annexure B for the
message template) to guide them to lodge the grievance formally through the
Toll-free number or Grievance Redressal Module.

2. Follow-up Process

Day 2 (Post Receipt of Grievance)
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The Digital Processing unit must follow up after day 1 of Lodging of grievance
from the Grievance Redressal module.

The Digital Processing unit will follow up and coordinate with the pertaining
department for action taken and closure of grievance.

They will be constantly following up for action taken till the closure of grievance
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