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2 INTRODUCTION 

2.1 PRODUCT FUNCTION 

A grievance refers to a formal complaint or concern raised by Registered 

Users such as MTI, RPSL, seafarers, shipping companies, and unions 

regarding issues related to services, rights, or suggestions. Users submit 

grievances to seek appropriate resolution. 

All grievances are submitted to the Authorized User for review and 

necessary action. After receiving a grievance, the Authorized User can 

view and process it and has the authority to resolve and close the 

grievance. The user who raised the complaint can track the status of the 

grievance through the available tracking facility 

2.2 INTENDED AUDIENCE 

The user manual is intended for Registered Users, including MTI, RPSL, 

seafarers, shipping companies, and unions. It enables them to raise 

grievances and submit them to the Authorized User for resolution. 

Registered Users can also review grievance details and track the status 

of their submitted grievances using the available tracking facility. 
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3 LOGIN – REGISTERED USER (MTI, RPSL, SEAFARERS, 

SHIPPING COMPANY & UNIONS 

 

 

Users can click on the login button to proceed with grievance 

registration. 

 

The Helpdesk Contact section provides support channels for seafarers 

who may require assistance while operating within the Indian Ocean 

region or internationally. 

In case of any issue, emergency, or assistance related to 

grievances/services, users may contact the helpdesk through the 

Figure 1 – Welcome Page 

Click [Login] button to access 
portal. 

User can contact helpdesk for any 
assistance. 
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following channels: 

• Indian Toll-Free Number: 1800-889-7768 

• International Calls: +1-888-988-0256 

• Email Support: enavik.24x7@gov.in 

These support channels are available to ensure timely assistance and 

resolution irrespective of the user’s location. 

 

 

 

Upon successful login using the username and password, the system 

displays the home page. 

 

 

 

 

Figure 2 – Login Page 
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3.1 REGISTER GRIEVANCE 

 

 

The guidelines are displayed after clicking the Register button. 
 

Figure 3 - Register Grievance 

Click Register Grievance tab to 
register new grievance. 
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Figure 5 – Grievance Registration Form 

The information is automatically fetched 
based on the user type. 

The user provides the grievance 
details such as Category, 
Subcategory, and Office Applied 
To. 

Figure 4 – Grievance Guidelines 

Upon reading the guidelines click 
[OK] button to proceed further. 
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.  

 

Note: Once all required details and supporting documents are uploaded, 

Figure 7 – Upload Documents 

Provide the details of Incident Location, Detailed 
Description and Expected Outcome. 

Figure 6 – Grievancet Location Details 

Here, the user attaches the 
supporting documents. 
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the Submit button is enabled to submit the grievance. 

 

 

 

 

Figure 9 – Grievance Submission 

After uploading and providing all details, click [Submit] 

button to submit the grievance. 

Figure 8 – Submit Grievance 

Click [ Submit] button again to confirm 
the submission. 
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Once the grievance is submitted, the authorized user reviews the 

grievance. The grievance tracking number is used to track the grievance. 

3.2 DASHBOARD 

 

 
 

Figure 11 – Dashboard 

Grievance Tracking  number is 
displayed for further tracking of the 
process. 

Figure 10 – Successful Submission 

Click here to view grievance 
dashboard. 

The system displays the total number 
of Pending, Resolved, Rejected and 
Total grievance. 



USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT  Confidential 

 

Page 14 of 21  

 

3.2.1 PENDING 

The user can view the pending grievance and query raised grievance 

 

 

 

 

If any query is raised by the officer, it will be displayed in the 

Figure 12 – Pending 

Click the Grievance ID to view 
grievance details. 
 

Click Pending sub-tab to access 
pending grievance details. 

Figure 13 – Grievance Details 
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correspondence history section. 

 

 

 

 

Click [Reply to query] button to 
respond to the query. 
 

Figure 14 – Reply Query 

Provide the response, upload the relevant 
supporting document and click [Send reply] 
button to submit the reply. 

Figure 15 – Query Reply (1) 
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3.2.2 RESOLVED 

The closed Grievances are listed in the Resolved sub-tab. 
 

 

 

Upon resolution of the grievance by the concerned department, the 

Figure 16 – Submitted Response 

Figure 17 – Resolved Query 

Click Resolved sub-tab to access 
resolved or closed grievance details. 

Click the Grievance ID Number to 
view grievance details. 
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resolution details are made available to the user. If the user is satisfied 

with the resolution provided, the user can review the remarks and 

submit feedback. If the user is not satisfied with the resolution, the user 

can file an appeal against the grievance decision. 

 

 

3.2.3 REJECTED 

The rejected Grievances are listed in the Rejected sub-tab. 
 

Click the [Appeal] button to appeal against 
the grievance decision. If the resolution is 
satisfactory, click the [Feedback] button to 
submit feedback. 
. 

Figure 18 – Appeal/Feedback 
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If the grievance is rejected by the concerned officer, the user can view 

the rejection remarks. If the user is dissatisfied with the rejection of the 

grievance, the user can submit an appeal against the grievance decision 

 

Figure 19 – Rejected Query 

Click [Appeal] button to appeal 
against the grievance decision. 
 

Figure 20 – Rejected Grievance Details 

Click Rejected sub-tab to access 
rejected grievance details. 

Click the Grievance ID Number to 
view grievance details. 
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3.3 GRIEVANCE FILED AGAINST 

In the Grievance Filed Against tab, grievances filed against the user are 

displayed. Here, the user can reply to any queries raised or submit 

supporting documents. 

 

 

 

 

Click Grievance Filed Against tab to 
access grievance filed against details. 

Figure 21 – Grievance Filed Against 

Click the Grievance ID to view 
grievance details. 
 

Figure 22 – Grievance  Details 
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Figure 23 – Query Reply 

Click [Reply to query] button to respond 
to the query. 

Provide the response, upload the relevant 
supporting document and click [Send reply] 
button to submit the reply. 

Figure 24 – Submit Response 

Figure 25 – Submitted Details 
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               “Thank you for thoroughly exploring the features and information.” 
 

**End Of the Module – e – Navik (Grievance Redressal Management) ** 

 

 
 


