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2 INTRODUCTION

2.1 PRODUCT FUNCTION

The eNavik portal facilitates the submission of grievances by
unregistered Users such as a Student, Next of Kin, Flag State, Foreign
Seafarer, ITF, International Association, or Foreign NGO, regarding
issues related to rights, services, or suggestions. Users submit grievances

to seek appropriate resolution.

All grievances are submitted to DG Shipping for review and necessary
action. Upon receipt, DG Shipping reviews and processes the grievance

and has the authority to resolve and close it.

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 Unregistered Users, such as Students,
Next of Kin, Flag State representatives, Foreign Seafarers, ITF,
International Associations, and Foreign NGOs. It enables them to raise
grievances and submit them to the Authorized User for resolution. If any

query is raised by the Authorized User, they can respond through the

Page 5 of 24




USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT

system. They can also review grievance details and track the status of

their submitted grievances using the available tracking facility.
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3 REGISTER A GRIEVANCE

@) Helpdesk Contact
REACH US VIA: TOLL FREE NUMBER | EMAIL | WHATSAPW

Maritime Grievance o raree € s
Redressal System

1800-889-7768 +1-888-988-0256

- Em: ipport £ wnatsApp
Submit and track griev with continuous enavik.24x7@gov.in +91 20000 XXXXX
support for timely res

@ Register Now & Track Complaint

Click [Register Grievance] button to User can contact helpdesk for any
L register a new grievance as an assistance. —_—
unregistered user.

Figure 1 — Welcome Page

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
following channels:

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

e International Calls: +1-888-988-0256
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o Email Support: enavik.24x7@gov.in
These support channels are available to ensure timely assistance and
resolution irrespective of the user’s location.

After clicking the [Register] button, the guidelines are displayed.

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

Figure 2 — Grievance Guidelines

3.1 REGISTER GRIEVANCE
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Grievance Registration Form

Click Register Grievance tab to Select Complainant Type.

register new grievance.

Figure 3 — Register Grievance

Select the Complainant type from the available options: Student, Next
of Kin, Flag State, Foreign Seafarer, ITF, International Association, or
Foreign NGO. Based on the selected complainant type, the complainant

information fields are displayed.

3.1.1 NEXT OF KIN

If the user selects Next of Kin, the system displays the following details.
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Grisvance Registration Form

User provides the grievance information by selecting the
complainant Type, Title, Full Name, Relationship To Seafarer,
Mobile Number, Email Address, Address, City, State and
Pincode and then click [Request OTP] button.

Figure 4 — Register Grievance (1)

The system sends the requested OTP to the registered mobile number

and email address.

Grisvance Registration Form

aTre——

Enter the OTP and click
[verify] button.

Figure 5 — OTP Verification

Once the verification is completed, the user provides the grievance
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details.

Provide the required
seafarer details.

Figure 6 — Seafarer Details
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Confidential

Grievance Registraion Form

P p—

Provide the required Grievance

details, incident location, grievance
description and expected outcome.

Figure 7 — Grievance Details

2. Sepporting Decuments.

lick 0 upload or drag and drop

WhatsApp Witiations

T[] © rwaecuananon s cousenr
ot 1 1 TR, oS 1 8 ST et oy VS, U5  PIRREY Prdy S . Crc:

Upload the supporting document and
L select the declaration and consent
checkbox.

Figure 8 — Upload Documents

I re—— B §
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After providing all the details, click
[ Submit] button to submit the details.

. o . 9.
Figure 9 — Submit Grievance
0] . . . :
Click [ Submit] button again to confirm

the submission.

Confirm Submission

Figure 10 — Confirm Submission
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©

Grievance submitted successfully.
Save the application number for future
reference.

2 Tock s @ Gotowome

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

Figure 11 — Successfully Submitted Confirmation

3.1.2 STUDENTS

If the user selects Students, the system displays the following details.

Grievance Registration Form Cle Submit

raTen—

Figure 12 — Complainant Type Student
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3.1.3 FLAG STATE

If the user selects Flag State, the system displays the following details.

Grievancs Registration Form =l -

Figure 13 — Complainant Type Flag State

3.1.4 FOREIGN SEAFARER

If the user selects Foreign Seafarer, the system displays the following

details.
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Grievance Registration Farm

v | & Lutge Srmenc

[R——— —
8 Aok et
Lo [
swarrone r—
@ creuance pes
f— suncamgy

& npphcant wéormation
sopteae e
Forsgn Sesre

Confidential

Passpon s oy
sngascRE

Figure 14 — Complainant Type Foreign Seafarer
3.1.51TF
If the user selects ITF, the system displays the following details.
PR—— =3
= o = =

Figure 15 — Complainant Type ITF User
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3.1.6 INTERNATIONAL ASSOCIATION

If the user selects International Association, the system displays the

following details.

Figure 16 — Complainant Type International Association

3.1.7 FOREIGN NGO

If the user selects Foreign NGO, the system displays the following details.
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Grievance Registration Form

ey e

[p——

Figure 17 — Complainant Type Foreign NGO

For all user categories, the complainant information fields displayed shall
depend on the complainant type selected by the user. Other than this,

the grievance submission workflow remains the same for all complainant
types.

3.2 TRACK GRIEVANCE

@ Helpdesk Contact

Maritime Grievance
Redressal System

Click [Track Grievance] button
L—— to view grievance status.

Figure 18 — Welcome Page

Page 18 of 24




USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT

Track Your Grievance Status

GRw-2026.0075 @ —

Click Track Grievance tab to Enter the grievance tracking ID
track grievance status. and click [ Track Status] button. ——

Figure 19 — Track Grievance

After providing the Grievance Tracking ID to track the grievance, the

system sends an OTP to the registered email address and mobile number.

Q Track Grievance

Track Your Grievance Status

Enter the received OTP and click [Verify &
Track] button to track the grievance.

Figure 20 — Track Grievance Status
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| Aspicant & grievance mformation | Status Smesne

b By o

Figure 21 — Grievance Status

If the Authorized User reviews the grievance and raises a query, it can be
viewed in the correspondence history section. The user must provide a

response with the required reason to address the query.

| Carrespondence History 1

A que

Click [Reply to query] button to respond

to the query.

Figure 22 — Response Query
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Emtity wame omice Appiiea Ta Orsigaatian

hia N wa

red & sty g service. Despte sieritieg ol neoessery
. The iy is due 0 i dlay. Kindly expeis e

| Comespandonce History 1

& Query i At 351 o

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

Figure 23 — Submit Response

O Heed Help?

| Comsspondence History

A QueryRaised 1

Figure 24 — Submitted Response
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Upon resolution of the grievance by the concerned department, the
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.

3.2.1 CLOSED GRIEVANCE

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

1 Appiicant & gnevance information 1 Starus timeline

Figure 25 — Appeal/Feedback

3.2.2 REJECTED GRIEVANCE

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.

Page 22 of 24




Confidential

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

e

@ GRAEVANCE REJECTED aoraa e
sanumas, 558 pm

| Applicant & grievance information | Status tmefine

[

Figure 26 — Rejected Grievance Details
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**End Of the Module — e — Navik (Grievance Redressal Management) **

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