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ABSTRACT

As India progresses towards becoming a cleaner anddigital nation under initiatives like Swachh Bharat Abhiyaan
and Digital India, it’s essential to provide citizens with convenient ways to report grievances related to cleanliness
in their localities, such as overflowing drains, garbage bins, unauthorized construction, and more. To address
these issues, we propose the development of a website based on the centralized grievance redressal system. The
proposed system allows citizens to register complaints with personal messages along with pictures if needed,
which are categorized and prioritized for resolution. It highlightsthe inefficiency of current complaint registration
systems and proposes the development of a GPS-based Complaint redressal System, aimed at improving
communication between citizens andmunicipal corporations in India. The complaint data is sent to a central
server and displayed on a map througha web interface. Municipal corporations are responsible for services like
healthcare, sewage, electricity, and roads, often fail in delivering these services efficiently. If a complaint remains
unresolved, it is automatically escalated to higher officials.

Keywords: GPS System, Grievance Management, Public Participation, Resolution, Transparency, User

Satisfaction.

1. INTRODUCTION

Grievance redressal is an essential aspect of governance and management, providing citizens a structured platform
to voicetheir concerns and complaints, which are then addressed by relevant authorities. Traditional systems,
such as email, helplines, and online portals, often rely on manual input, whichcan be prone to errors, leading to
inefficiencies and delaysin complaint resolution. Earlier on people were supposed to stand in queues for
registering any kind of complaints. But now with advancements in technology, particularly the riseof
decentralized platforms and the ubiquity of smart mobile devices, there is an opportunity to transform these

systems for better accuracy, transparency, and efficiency.

1.1 Need of Centralized Grievance System

1. Efficient Complaint Management: It ensures that complaints are routed to the appropriate departments
without confusion or delays.

2. Transparency and Accountability Citizens or employees can track the status of their complaints in real
time, ensuring they are aware of actions taken at each step.

3. Improved Response Time by automating complaint routing and escalation based on predefined criteria
(such as deadlines or urgency), a centralized system ensures quicker resolution of grievances.

4. Data-Driven Decision-Making A centralized system collects and stores data about grievances, enabling

authorities or organizations to analyse patterns and common issues.
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5. Accessibility and Convenience Enhances access to the grievance system, especially for those in remote

or underserved areas.

2. LITERATURE REVIEW

Ms. Khushboo Shah et al. used Natural Language Processing (NLP) [1], to extract and understand complaint
details, and Machine Learning (ML) to assess their priority and severity, the system can more effectively address
issues raised. This paper explores how the grievance redressal mechanisms, including ICT platforms like websites
and mobile applications, can be enhanced by incorporating social media complaints.
Prof. Pandav R. M et al. (2015) enhanced overall satisfaction by streamlining complaint handling and ensuring
timely resolutions. The proposed paper aims at reducing delays in complaint resolution and improving citizen
satisfaction. The system includes a token-based authentication [2] process to secure user identities and a
complaint form that integrates all necessary features of the Municipal Corporation.
Vishesh K. Kandhari et al. (2015) made the use of GPS application [3] to upgrade the display the locations of
grievance areas to administrative officers.
Yuvraj Narayan Mishra et al. (2017) the initiative aims to address and resolve public complaints by allowing
citizens to report issues related to law and order, child labour, women's harassment, garbage management, water
supply, energy, transportation, and sewage. To tackle the challenge of managing these diverse complaints [4] the
study proposes developing a web application that systematically categorizes and prioritizes complaints.
Lovely Singh Bhadouriaa et al. (2018) proposed a system that aims to streamline the complaint [5] process by
making it easier to monitor, track, and resolve complaints. Complaints are assigned to specific departments, who’s
administrator is responsible for addressing issues.
Fibina F.Maheen et al. (2018) focuses on developing a next generation Android-based mobile app [6] and
website, named "Save Me," designed to address public issues such as street light, public sewage and so on with
the help of GPS system.

Suhardi et al. (2019) proposed the development of an improved grievance system for the government, addressing
the limitations of SMS-based system by using a Service Oriented Architecture (SOA), [7] guided by the Service
Engineering Framework (SEF), aims to enhance accountability, transparency, and public participation.

Shubham Patil et al (2021) proposed a mobile application [8] that allows citizens to easily register complaints
by uploading pictures and using GPS to pinpoint the exact location of the issue.
Akhilesh R, Rachith R Naik et al (2022) presents a blockchain-based [9] web application designed to enhance
the grievance redressal process by addressing issues of delays, and lack of transparency in existing systems.
Trupti Bomble et al. (2024) proposed the system that facilitates direct communication [10] between citizens and
municipal authorities, promoting timely resolution of problems and contributing to a cleaner and more orderly

environment by enabling continuous follow-up on registered issues.

3. GRIEVANCE REDRESSAL SYSTEM ARCHITECTURE

This complaint management system streamlines communication between users and officials for addressing public
issues. Users can log in to register complaints, view or vote on existing complaints, and track their status. Officials
handle complaints by validating, accepting, or rejecting them, and updating their resolution status. The system
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ensures transparency, accountability, and prioritization based on public feedback, fostering efficient issue

resolution. Below is the detailed explanation of the architecture components:

3.1 User Login Workflow:

e User Login: A user logs in to the system and is directed to the User Dashboard.

e  User Dashboard Options:

1. Register a New Complaint: Users can submit a complaint about an issue they encounter (e.g., potholes,
drainage problems).

2. View Registered Complaints: Users can browse complaints submitted by themselves or others.

3. Vote on Registered Complaints: Users can vote on complaints to prioritize issues based on public interest.

4. View Complaint Status: Users can track the resolution progress of their complaints.
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Figure: Centralized Grievance Redressal System Architecture.

3.2 Official Login Workflow:

e Official Login: Officials log in to access the Official Dashboard.

e  Official Dashboard Tasks:

1. Receive and View Complaints: Officials can view complaints submitted by users.
2. Validate Complaint: Each complaint is reviewed for validity:

i. If valid, the official accepts the complaint and updates its status.

il. If invalid, the official rejects the complaint and provides a reason.
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3. Update Complaint Status: For valid complaints, officials periodically update the status (e.g., In Progress,

Resolved) to keep users informed.

5. APPLICATIONS

1.

a M 0D

6.
To

Authorities and Public Sector: Many governments put in force centralized portals for dealing with public
grievances related to civic services, taxation, welfare schemes, and infrastructure. Citizens can file requests
or court cases related to public data via a centralized device, making sure responsibility and transparency.
Data-Driven Insights: Generates analytics on common issues to guide policy and infrastructure planning.
Ease of Access: Provides online and mobile accessibility for users to register complaints anytime.
Cost-Effectiveness: Reduces manual processes, saving time and resources for grievance management.
Healthcare Sector: Hospitals and healthcare vendors can centralize court cases related to clinical services,
disputes related to claim insurance, negligence or other affected person care problem.

Social Welfare and Human Rights: NGO’s can use centralized grievance redressal system to address
lawsuits related to violations of human rights, discrimination, or social injustice.

Anti-harassment and Discrimination Instances: Centralized system can help manage touchy grievance
like sexual harassment.

University and College Criticism: To deal with scholar lawsuits related to checks, coaching great,
administration issues, hostel or campus centres.

Improved Communication: Bridges the gap between citizens and authorities by providing a unified

platform for grievances.

FUTURE DIRECTIONS

ensure the Centralized Grievance Redressal System remains relevant, scalable, and impactful, several

advancements can be explored. Leveraging emerging technologies like Al, blockchain, and 10T, the system can

become smarter and more efficient. Expanding its scope to address diverse grievances while maintaining robust

security and accessibility will enhance its effectiveness. Below are some key directions for its future development:

1.

Al and Automation: Implement sentiment analysis, predictive analytics, and chatbots for real-time
assistance and prioritization of grievances.

Personalization: Introduce user-specific dashboards, support for regional languages, and mechanisms for
user feedback to improve engagement.

Smart City Integration: Collaborate with smart city platforms and enable geotagging for faster location-
based grievance resolution.

Scope Expansion: Facilitate multi-agency collaboration, extend to cross-sector grievances (e.g., healthcare,
education), and explore international implementations.

Community Involvement: Encourage citizen participation through voting on key issues, feedback
mechanisms, and awareness campaigns.

Feedback and Continuous Improvement: Implementing structured feedback mechanisms to gather user

input on the grievance process and system functionality, leading to continuous improvements. Conducting
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regular audits of the grievance redressal system to identify areas for enhancement and ensure compliance
with best practices.

7. Expansion of Grievance Categories: Expanding the range of grievances covered, including environmental
issues, public health concerns, and civic amenities, to address a broader spectrum of citizen concerns.

8. Collaborative Platforms: Creating forums or community boards within the application where citizens can
discuss issues, share experiences, and suggest solutions, fostering community involvement. Collaborating
with non-governmental organizations to improve outreach and support for marginalized groups, ensuring

that their grievances are effectively addressed.

7. CONCLUSION

A centralized grievance redressal device serves as a vital device for improving governance, transparency, and
public service transport. By unifying the procedure of lodging, monitoring, and resolving lawsuits, it lets in
residents to easily voice worries and get right of entry to solutions. The machine enhances accountability among
government companies and public provider carriers, making sure that complaints are addressed in a timely and
regular way. But, the system’s achievement relies upon on green control, the avoidance of bureaucratic delays,
and its ability to handle big volumes of court cases without becoming overwhelmed. Additionally, a balance have
to be maintained between standardization and addressing localized or particular grievances. While nicely
implemented, one of these gadget strengthens the connection between the general public and government,

fostering accept as true with and contributing to a greater responsive, citizen-centric management.
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