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2 INTRODUCTION

2.1 PRODUCT FUNCTION

A grievance refers to a formal complaint or concern raised by a user
regarding a specific issue related to rights, services, 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 privilege to generate reports for all

grievances.

2.2 INTENDED AUDIENCE

The user manual is intended for Department Users to review received
grievance, add notes if required, raise queries when needed, and
forward, transfer, reject, or close grievance. It also enables users to

download reports.
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3 LOGIN — DEPARTMENT USER

Click [Login] button to access
portal.

g @ eNavik

@) Helpdesk Contact

L.FREE NUMBER | EMAIL | WHATSAPS

| 2417 Operational Support

Maritime Grievance  anraree s

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

Submit and track s with continuous enavik.24x7@gov.In
support for timely tion.

& Email Support

Q 43 Trac! 0! 3
3 Register Now 3 Track Complaint ) Timely Resalution
Y et ne and real time tracking

B cnmvanceomssa Dt Obnarpidussé
oy B ————
e o e e

Figure 1 — Welcome Page




Confidential

Figure 2 — Login Page

DG Shipping, Govt. of India
Maritime Services for Seafarer, MTls, and RPSLs
Enter details such as
Department Login
Pe o9 Username, Password and
Username: Captcha.
Enter your usemame
Password:
( Enter your password @ )
N Click [Login] button to
E}n& 2 capcna access portal.
Login '4'—

Figure 3 — Login Details

After logging in using the username and password, the department user
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home page is displayed.
3.1 INBOX

In the Inbox tab, all received grievances are displayed.

3.1.1 PENDING

The pending grievances are displayed in the Pending list.

e Grievance Dashboard

Click Inbox tab to view the Click the Grievance ID Number
received grievance. to view grievance details.

|

Figure 4 — Inbox

3.1.1.1 OVERVIEW

Here, the department user can view the received grievance details.
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-
- I R )
Click Overview tab to view the
received grievance details.
Figure 5 — Overview
3.1.1.2 ATTACHED DOCUMENTS
Here, the user can view the uploaded supporting documents.
Grievance Redressal o W —
o e pro - D D

[ vt o

SINo.  Documant Name Type oute

ot patt

Click [View] button to view the uploaded
documents and [Download] button to
download the documents.

Figure 6 — Supporting Documents
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3.1.1.3 KEY TIMELINE

Figure 7 — Key Timeline

3.1.1.4 NOTE

In the received grievance, the department user can add notes as per

requirement.

Enter the details and click [+Add Note]
button to add note.

Figure 8 — Add Note
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¢ Urgent Grievance — Death ion not paid as per

2 compiainant information

® erooekacka PO, Theu, oorkada PO, Thinvan. L8

Figure 9 — Note Details

3.1.1.5 QUERY

If the user needed additional details, they can raise a query to
applicant.

GRM-2026-0075

Click [Add Query] button to raise a query.

Figure 10 — Query
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Raise Query

A

Choose the intended recipient from the Send To
dropdown, provide the query details, and click the
[Send Query] button to submit the query.

Figure 11 — Send Query

3.1.1.6 FORWARD GRIEVANCE

Click [Forward] button to forward the
grievance details.

Grievance Redressal

Ny —

Urgent Grievance — Death compensation not paid as per the agreemen t

Figure 12 — Forward Grievance
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< Forward Grievance X
GRM-2026-0075

o2 This grievance will be reassigned to another offcer for further processing.

I FORWARD TO (SEAT) *|

: [ Deputy Director General of Shipping - Crew Branch (P.C. Meena) vl

1 Forwarding Remarks *

% Forwarded for scrutiny and further action deemed fit

4%

Cancel < Forward Grievance :

Select seat, enter the remarks and click [Forward
Grievance] button to forward the grievance details.

Figure 13 — Forward Grievance Details

3.1.1.7 TRANSFER GRIEVANCE

Click [Transfer Grievance] button to transfer the
grievance to other concerned department/office.

Grievance Redressal

ts | B Orevante s

< Urgent Grievance — Death compensation not paid as per the agreement woomate quenen

Add Note
& Gomplainant infarmation et of Kin
Al notes (2)
hr Pk Fater
onte 1

Giievanca sbried

Figure 14 — Transfer Grievance

o s @y
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< Transfer to Other Office X
GRM-2026-0075

:@ This grievance will be forwarded to a other office for further action.

DIVISION *
g Maritime Administration v
EBRANCHFSUBVOFFICE’ OFFICER *
I MMD Mumbai v Principal Officer (Abul Kalam Azad) v

fRemark *

+ Transferred to the concerned section for further processing

A %

Cancel <{ Transfer Grievance :

Select Division, Officer, enter the remarks and Click
[Transfer Grievance] button to forward the grievance
details.

Figure 15 — Transfer Grievance Details

3.1.1.8 REJECT GRIEVANCE

Click [Reject] button to reject the
grievance details.

Death : a5 per the agreement S < | o e 0 e |

anzsezoas + i gk com

Figure 16 — Reject Grievance
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Reject Grievance
A X
GRM-2026-0075
be notified immediately.

| You are about to reject this grievance. This action is ireversible and the applicant will

Reason for Rejection *

The grievance cannot be processed due to insufficient or incomplete information. Kindly
resubmit with complete details.|

A

sson will be included in the notification sent to the applicant

Cancel (& Confirm Rejection

Enter the remarks and Click [Confirm Rejection]
button to reject the grievance details.

Figure 17 — Reject Grievance Details

3.1.1.9 CLOSE GRIEVANCE

Click [Close Grievance] button to
close the grievance details.

Grevance Redressal Ao A —

IR ———

A complainant intarmation et 01 Kin
Tiile Foll Hame Relationship With Seatarer

e sk Father

w2121 o 5120620384 stk gk oo

Figure 18 — Close Grievance
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G) Close Grievance X

This grievance will be marked as resolved.
The applicant will be notified immediately.

Closing Remarks *

The grievance has been reviewed and necessary action has been taken. The issue has been B <

resolved satistactoriy. Hence, the grievance is hereby closed.

Cancel @ Close Grievance

Enter the remarks and Click [Close Grievance] button
to close the grievance details.

Figure 19 — Close Grievance Details

3.1.2 QUERIED

The queried grievances are displayed in the queried list.

L oy

D sku | @ Grwvance Dassbowa

9 Grievance Dashboard

1 S—— Compencaion fo Desen wnd Dsabivey, Wssing Sesares

Compensation tor Dasen nd Dnabiny, Wissig Sastaree

Figure 20 — Queried Grievance
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3.1.3 CLOSED

The closed grievances are displayed in the closed list.

L gy

E Grievance Dashboard

(-] @ &
2 5 2
rwim oes (R s v Twm .

Siun  Appleaionns Campery P oue st s erisnay Eragem—

Figure 21 — Closed Grievance

3.1.4 REJECTED

The rejected grievances are displayed in the rejected list.

Figure 22 — Rejected Grievance
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3.1.5 FORWARD

The forward grievances are displayed in the forward list.

As =S O
‘‘‘‘‘ EIrTey S—
Grievance Dashboard
uuuuuuuuuuuuuuuuuuuuu
_ @ _
oy et cow s s+ ([ oo =
SiNe.  Appscation No. Catsgory Sub-Catmgory St Fommded 1o
20200083 INDSS Apphcation s 4
ORI 26294054 Compansanion for Desth and Desabiity, Missing Seatarer nons Aot B
o 223053 LTS S —— -
pa— [S—— o
B Np—— [TesT——— s
O 20080008 €OC & Cook o rcrod
GRM 20284038 INDOS Agphecanon encane ”“f“
N
S— Pacarer o O et e o S)
onw- 25200028 Prmcy, Mymching and Dutenticn of Seaturst v and
s
F npe—_— cocaceon -

Figure 23 — Forward Grievance
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3.2 DASHBOARD

Figure 24 — Dashboard

In the dashboard, the user can view the total number of grievances and
a graphical presentation of category-wise details, subcategory-wise
details, submission by complainant type, case status, and monthly

registration.
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W
The system displays the Total The system displays graphical
Grievances,  Submitted,  Queried, representations of incidents based
Closed and Rejected on category, subcategory, and

submission by complainant type.

Figure 26 — Grievance Dashboard Details

3.3 REPORTS

o sy @

‘1 mepens

Report Generation

i Provide required parameter and click
Click [Reports] button to [Generate Report] button to generate
generate grievance reports. grievance reports. —

Figure 27 — Report Generation

Use the filter option to generate and list the required grievance. The user

can then download the grievance report in Excel and PDF format.
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s D Bagams

Report Generation

Click [Download PDF] button to download
PDF report and click [Download Excel]
button to download excel report.

Figure 28 — Download Report

3.4 CONFIGURATION

X —
Q) Configurations

Categoey o s

Click Configuration tab to Click [+Add ] button to add each
access configuration details. configuration details.

Figure 29 — Configuration
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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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