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First Look 



Highlights 

Accessible on any device 

Automatic workflow notifications 

Automatic escalation as per configuration 

Multi-level categories 

Single point of contact for each category 

Accountability of work items 

Complaints, Suggestions, Tickets 





General Flow Of Complaint 



User Creates Complaint 
by Selecting: Department 

> Category > Query Type 

(Status = Pending) 

Complaint is Assigned to 
respective Single Point of 

Contact (SPOC) according 
to the selected Query 

Type 

SPOC can view complaint 
in “Assigned to Me” 

section 

SPOC will Start Progress 
on the Complaint 

(Status = InProgress) 

SPOC will Resolve 
Complaint 

(Status = Resolved) 

User is notified that 
Complaint is Resolved 

User gives Feedback 

1. Satisfied  

2. Not Satisfied 

SMS, Email & App 
Notifications on every 

Event 

Any of the Participants 
can Add Comment to the 

Complaint at any point of 
time 



General User Features 

Enter New Complaints 

Keep Track of Your Past Complaints 

See Your Complaints with Status, Assignments & 
Comments 

Add Comments to your complaint 

Give Feedback on Resolved Complaints – 
Satisfied/Not Satisfied 

Get Email & App notification on every Activity 
within your complaint 



SPOC User Features 
Single Point Of Contact 

View Complaint Dashboard 

Keep Track of Assigned Open Complaints 

View Your Assigned Complaints 

Change Category / Query Type to assign the 
complaint to another Admin 

Start Progress, Add Comments & Resolve 

Get Email & App notification on every Activity 
within your complaint 



General Users 

Screens 



Enter New Complaint 



Submit Complaint Details 



Track Your Complaints 

View All Your Complaints 

by clicking here 



Your Complaints List 

View Complaint Details 

by clicking here 



Complaint Details 



Complaint Progress Started 



Add Comment to Complaint 

You can also add more 

comments to your complaint 

at anytime by clicking here 



Complaint Resolved 



Submit Complaint Feedback 

Once your complaint 

is Resolved, you can 

give your valuable 

feedback by clicking 

on this button. 



Complaint Feedback Submitted!! 



SPOC Users 

Screens 



Home Screen - Dashboard 

When a new Complaint is 

Assigned to you.. This number 

will increase. 

View All Assigned Complaints 

by clicking here 



Complaints Assigned To You 



View Complaint Details 



Change Category of Complaint 

If you think the complaint is 

assigned to you by mistake, 

Change Category to assign to 

correct  applicable Category 



OR Start Progress of Complaint 

When you start addressing the 

complaint, apply the Start 

Progress in system by 

specifying the Estimate Date 

of Resolution 



Assigned Complaints In-Progress 

This number indicates the 

number of complaints In Progress 

that are assigned to you 



Complaint Progress Started 



Complaint Resolution 

You can Resolve the complaint 

by clicking here 



Complaint Resolved 



Complaint Feedback Received 



Similarly there is a workflow process for all 

the 3 modules 

1. Grievances/Complaints module 

2. Suggestions module 

3. Support Tickets module 
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