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In order to further strengthen the 24x7 Grievance Redressal Mechanism, the
Directorate General of Shipping has launched the Beta version of the Grievance Redressal
Module on the e-Navik portal eNavik. The date for full-scale Go-Live shall be
communicated separately in due course. In the interim, seafarers and stakeholders are
encouraged to utilise the Grievance Redressal Module for lodging and tracking their
grievances through the system. Also to ensure timely receipt, handling, coordination, follow-
up and resolution of grievances received from seafarers, their families, and other
stakeholders, the Competent Authority hereby designates the following Grievance Redressal
Support Unit (GRSU) and DG COMM Support Unit resources, along with their respective
roles and responsibilities.

All grievances under the 24x7 Grievance Redressal Mechanism shall be lodged only
through the designated Point of Contact, as mentioned:

Domestic Toll-Free No.: 1800-889-7768

International Contact Number (US Toll Free): +1-888-988-0256
WhatsApp Number - +91 8655856830

Helpdesk Email: enavik.24x7@gov.in

If the seafarer is onboard, before lodging a grievance on the Grievance Redressal
Platform, the complainant shall, wherever applicable, first exhaust the onboard grievance
redressal procedures available under the applicable shipboard complaint mechanism,
including escalation to the Master and Company/RPSL in accordance with the Maritime
Labour Convention (MLC) and relevant Merchant Shipping Rules. Grievances may
thereafter be lodged on the platform in cases where the matter remains unresolved, involves
urgent welfare or safety concerns, or requires intervention of the Directorate General of
Shipping.

The Grievance Redressal Support unit shall coordinate, escalate, and follow up on
grievances received through various channels including DG COMM helpline, emails,
grievance portals, CPGRAMS, and other official communication modes, strictly in
accordance with established SOPs and directions of the Competent Authority. The
Grievance Redressal Support Unit will follow up with the Grievance Redressal Officers of
the pertaining department/ branches. The DG COMM Support unit will man the DG Comm
welfare mobile Number(9004048406), Support Email ID (support.dgs@gov.in) as well as
the grievances coming Crew branch mobile number (9004062624) and Crew branch Email
ID (crews-dgs@nic.in). The Grievance Coming from these four channels will be forwarded
to the Toll Free support unit for formal lodging via Grievance Redressal module according
to the Transition plan.

odt dform. &ro1 RfvEn A B 25 Smu s Tiig 1. SnaTanT 100 ) Aee- 4nnnd



-2

1. Toll Free Support Unit (Help desk)

Role & Responsibility

Toll-Free Support Unit (24x7 Intake Layer) shall function as the primary interface for
receipt and registration of grievances. The unit shall receive grievances through toll-free calls-
domestic and international, Whatsapp, helpdesk emails and all other redirected channels,
ensure accurate registration in the Grievance Redressal Module with complete details,
generate a unique Ticket ID, and trigger system-based acknowledgements to complainants. It
shall also provide status updates and facilitate communication based on system records,

ensuring correct categorisation of grievances.

The unit shall not undertake investigation, adjudication, or closure of grievances, and
shall function strictly as a facilitation and intake layer. All actions shall be carried out in

accordance with the approved SOP and shall remain digitally recorded and auditable.

Sr. No. Helpdesk Agent

Helpdesk Resource 1

Helpdesk Resource 2

Helpdesk Resource 3

Helpdesk Resource 4

Helpdesk Resource 5

Helpdesk Resource 6

Helpdesk Resource 7

|| N[N | |WIN|—

Helpdesk Resource 8

2. Grievance Redressal Support Unit

(GRSU) Role & Responsibility

The Grievance Redressal Support Unit shall function as the Digital processing and
resolution unit, responsible for inter-departmental coordination, monitoring of action taken,
and ensuring closure within prescribed timelines. They will also be responsible for all crew
branch related matters including coordination and communication with seafarers, Next of Kins

and other related stakeholders.
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Work Allocation between resources along with their details & assigned grievance
categories

Assigned Grievance Categories/ Work

Official Email Allocation

Miscellaneous Grievances Overall

grsu.pme- oversight, supervision, and coordination of

1 i , o
Senior Consultant 1 dgs@govconsultant.nic.in | all

grievance categories.

CDC, BSID, Nautical COC/COP,

2 | Junior Consultant 1 Grsul- Assessments, Examinations,

dgs@govconsultant.nic.in

Certification related to Nautical

INDOS, Passport, Seafarers’ Profile, COC

Cookery, Debarring of Seafarers, RPSL
Grsu2-

: | Agencies, Fraudulent
des@govconsultant.nic.in

3 | Junior Consultant 2

Certification/Documents, Cheating Cases,

Death, Missing Seafarer, Desertion

Placement (prior/after joining), Training-
related matters, Sea Service (Sign-on/Sign-

Junior Consultant 3 . .
4 Ju U To be populated off), Abandonment/Arrest/Detention, Piracy

& Hijacking

Engineering  COC/COP,  Engineering

Assessments & Exams,
Misconduct/Alcohol, SWES, SPFO,

Grsu3-

dgs@govconsultant.nic.in | CPGRAMS &

RTI, IT & e-Governance issues, DC

Renewal, Advance DCE, Oral/Exam

5 | Junior Consultant 4

3. DG COMM Support Unit (24 x 7 Facilitation Unit) Role & Responsibility

The DG COMM Support Unit shall operate as the facilitation and coordination layer,
responsible for receiving grievances, queries, and distress communications, recording them
accurately, and forwarding each and every grievance to the Toll free Support Unit for formal
lodging of grievance in the Grievance redressal Portal for Unique ID/ Ticket generation,

while maintaining real-time coordination and follow-up.
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Manpower Details & Responsibilities

Role Contact Details Key Responsibilities
DG COMM 1. Manning DG COMM welfare mobile
1 Support 1 9004048406 number and official support email;
facilitation and coordination between all the
DG COMM 9004062624 Departments affiliated with DG Shipping.
2 Support 2 2. Receive grievances, queries, and
Support.dgs@gov.i communications  from  seafarers and
n stakeholders
3 DG COMM_ 3. Forwarding grievances to  concerned
Support Unit 3 | Crews-dgs@nic.in departments and ensuring communication
flow between all the stakeholders

4. Monitoring Authority Role & Responsibility

Monitoring Authority shall act as the supervisory authority for the 24x7 Grievance
Redressal Mechanism, providing overall governance, policy oversight, and strategic direction.
The officer will be monitoring the 24x7 grievance every month on a rotating basis and shall
function as the final escalation authority for sensitive and inter-departmental cases, review
grievance performance and approve resolutions in exceptional matters. This role shall be
assigned on a monthly rotational basis among designated DDGs (Crew processes, Crew

welfare, Training and Casualty) with all directions recorded in the system for accountability.

# Monitoring Authority Officer Email ID

1 DDG Crew Processes crews-dgs@gov.in

2 DDG Crew Welfare n.mukesh@gov.in

3 DDG Training praveen.nair(@gov.in
4 DDG Casualty singh.harinder@gov.in

5. Apex authority oversight Role & Responsibility

The Director General of Shipping and Additional Director General of Shipping are the
highest Apex Authority who exercise overall supervisory and administrative control over the

Grievance Redressal Mechanism.
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# Apex Authority Email ID
1 | The Director General of Shipping dg-dgs@gov.in

2 | The Additional Director General of Shipping | addldg-dgs@gov.in

In order to institutionalize a structured, transparent, and technology-enabled e-Navik grievance
redressal portal, the Directorate General of Shipping has developed a Standard Operating
Procedure (SOP) on Grievance Redressal Mechanism. Kindly refer Annexure 1 for the SOP

The SOP establishes a comprehensive six-layer grievance redressal architecture, covering
grievance intake, registration, processing, coordination, escalation, decision-making, and
monitoring. It is designed to ensure timely, accountable, and auditable resolution of
grievances received from seafarers, their families, and maritime stakeholders, in alignment
with the provisions of the Merchant Shipping Act, Maritime Labour Convention (MLC), and
relevant rules.

The mechanism introduces a Single Point of Contact approach, supported by a 24x7 toll-free
system, digital grievance tracking, defined escalation matrices, and clearly demarcated roles
across operational and supervisory layers. All grievances received through alternate channels
(helpline, email, WhatsApp) shall be mandatorily redirected and formally registered in the
Grievance Redressal System with a unique grievance ID for tracking and monitoring. The
SOP also strengthens inter-departmental coordination and ensures that all grievances are
processed within prescribed timelines through system-based monitoring and reporting.

This mechanism shall be applicable to:
e All grievances received from seafarers, their families, and maritime stakeholders like

RPSL agencies, Shipping companies, unions etc.

e Grievances related to certification, recruitment, welfare, employment, training, non-
compliance of MLC and regulatory matters

o All departments, field offices, and associated entities under the Directorate General of
Shipping

This Office Order is issued to operationalize the SOP and to designate the roles,
responsibilities, and resource allocation across various layers of the Grievance Redressal
Mechanism. This Office Order shall come into force with immediate effect and shall remain
valid until further orders.

Transition Plan from Legacy Grievance Channels to 24x7 Help Desk Support Unit

The operational transition of legacy grievance intake channels into the ARI-supported 24x7
Helpdesk Intake Layer of the e-Navik-enabled Grievance Redressal Module shall be
undertaken over a notified transition period of 90 Days (3 Months).

Grievance intake, examination, monitoring, escalation and closure under the DG Shipping
24x7 Grievance Redressal Mechanism shall be governed through the following Seven-
Layer SOP-Based
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Operational Architecture:

Decision
Authority

Core Responsibility

Grievance Intake & System

Layer-1 24x7 Helpdesk (ARI) ) _ X
Registration
Grievance Redressal Examination, Categorization &
Layer-2A ) o X
Support Unit (GRSU) SLA Monitoring
_ Assisted Intake & Stakeholder
Layer-2B DGCOMM Support Unit o X
Facilitation
Grievance Redressal Statutory Examination & Case
Layer-3 v
Officers (GROs) Closure
Monitoring Authoriy Supervisory Oversight &
Layer-4 ) ) ) v
(Rotational DDG) Escalation Handling
) System Maintenance & Platform
Layer-5 ARI Technical Support ) X
Uptime
Addl. DG Shipping / NA/ | ) )
Layer-6 s Final Review and Oversite v
Layer-7 DG Shipping Apex Authority v

This transition shall be aligned with the operational stabilization of the ARI-supported
Helpdesk Intake Layer, during which:

e Legacy grievance intake channels shall continue to function as Assisted Intake

Interfaces.

e Independent lodging and manual processing of grievances through such legacy

channels shall be progressively phased out; and

o Existing helpline numbers and support email IDs shall be administratively
integrated into the Crew Branch framework as Secondary Stakeholder Facilitation

Interfaces.
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The phased transition schedule shall be implemented as outlined below:

Phase Timeline Transition Activity Operational
i Outcome
Activation of the ARI-supported 24x7
Helpdesk Intake Layer and mapping of all Unified  intake
T to T + 15 existing legacy grievance intake channels| framework
Phase-1 0 Davs including DGCOMM Welfare Mobile,| initiated under the
¥ Crew Helpline, support email IDs and| e-Navik  GRM
WhatsApp interfaces to the GRM-enabled platform.
registration framework.
Parallel Intake Period for operational
stabilization of the Helpdesk Intake Layer | Transitional assisted
wherein legacy intake channels continue | intake functioning of
Phase-II T+ 15 to receive stakeholder communications; | legacy interfaces with
to T + 45 Days | however, all grievances received shall be | mandatory
mandatorily documented and routed to | Helpdesk-based
the Helpdesk  for  system-based | registration.
registration within GRM.
Progressive migration of  intake
dependencies including manual | ... . .
. . . Digital grievance
documentation and email-based routing| . o
T+ 45 . ... =] intake stabilised
Phase-III practices to dashboard-enabled monitoring| . ..
to T + 60 Days . . within GRM-enabled
by GRSU, alongside functional
e ) workflow.
stabilization of system-registered
grievance intake through the Helpdesk.
Gradual closure of independent grievance
: ) .| Independent legacy
lodging functions through legacy helpline| . .
T + 60 . L grievance lodging
Phase-1V numbers and support email IDs, with intake
to T + 75 Days o e . . X processes
responsibilities being progressively aligned withdrawn
to the 24x7 Helpdesk Intake '
Layer.
Administrative integration and merging of]
legacy helpline numbers (DGCOMM]| Legacy intake
T +75 Welfare Mobile / Crew Helpline) and channels absorbed
Phase-V grievance-related support email IDs into the| into Crew Branch
to T + 90 Days . . . .
Crew Branch to function exclusively as| for assisted intake
Secondary Assisted Intake and Stakeholder support.
Facilitation Interfaces.

Post Phase-V Operational Position (T + 90 Days Onwards)

Upon completion of the notified 3-Month Transition Period based on Helpdesk stabilisation:

e Formal grievance lodging, registration and lifecycle monitoring shall occur
exclusively through the ARI-supported 24x7 Helpdesk Intake Layer within the e-
Navik GRM framework.
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Legacy helpline numbers and support email 1Ds shall:
o No longer function as independent grievance lodging mechanisms; and

o Operate solely under the administrative control of the Crew Branch as
Assisted Intake and Stakeholder Facilitation Interfaces.

Layer-2B shall provide intake facilitation support by:
o Receiving stakeholder communications relating to grievances.

o Providing assisted guidance regarding lodging of grievances through the
24x7 Helpdesk or GRM; and

o Redirecting complainants to the designated Helpdesk Intake Layer for
formal system registration.

Standalone intake, manual documentation or processing of grievances through legacy
communication interfaces outside the GRM shall not be recognised as formal grievance
lodging or disposal under the DG Shipping 24x7 Grievance Redressal Mechanism following
completion of the transition period.

General Instructions

1.

2.

All grievances shall be handled strictly as per SOPs and within prescribed timelines.

Regular coordination between DG COMM and GRSU shall be ensured for
seamless grievance handling.

The Grievance Redressal Support Unit (GRSU) shall also coordinate with the
Crew Branch for all matters relating to seafarers.

A transition period of three (03) months is hereby provided for migration of
upcoming helpdesk cases and VIP references to the Grievance Redressal Module,
wherein all such cases shall be formally registered in the system for generation of
Unique Grievance ID and ticket-based tracking. During this period, all ongoing and
new cases shall be progressively aligned to the system-based workflow.

The existing weekly crisis management and grievance review meetings shall be
transitioned to a web-based dashboard review mechanism, wherein grievance
status, pendency, escalation, and performance metrics shall be reviewed through
real-time system dashboards for improved monitoring, transparency, and decision-
making.

This arrangement shall come into force with immediate effect and remain valid
until further orders.

Kindly refer Annexure 1 Grievance Redressal Mechanism Standard Operating
Procedure (SOP).
Kindly refer Annexure 2 for User Manual of Grievance Module in e-Navik Portal.

n

(Shyam Jagannathan)
Director-General of Maritime Administration
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Standard Operating Procedure for Grievance Redressal Mechanism

. Step-by-Step Procedure

1. Receiving the Grievance

Grievance Redressal Contact Points:

Contact Channel Details Manned / Handled By
Toll-Free Number (For ARI Toll-Free Support Unit
. 1800-889-7768

Domestic Calls) (24%7)

International Contact ARI Toll-Free Support Unit

Number (US Toll Free) | © 000 9988-0256 (24x7)

WhatsApp Number | +91 8655856830 ARIToll-Free Support Unit
(24x7)

Toll Free Helpdesk . . ARI Toll-Free Support Unit

Email enavik.24x7@gov.in (24x7)

DGCOMM Welfare .

. 9004048406 DGCOMM Support Unit
Mobile
. DGCOMM Support Unit/ Crew

Crew Helpline 9004062624
Branch

Crew Branch Email crews-dgs@nic.in DGCOMM Support Unit

Support Email support.dgs@gov.in DGCOMM Support Unit

The toll-free number shall function as the single primary channel for grievance
registration and lodging. Accordingly, any grievance received through DGCOMM Welfare,
Crew Helpline, or official email IDs shall be redirected to the toll-free support unit for
formal registration.

All such redirected grievances will be entered into the grievance redressal module:
eNavik, a unique grievance ID will be generated, and the case will thereafter be
processed, tracked, and monitored from the Grievance redressal Module.

A. If received via WhatsApp or Email by DG Comm Support Unit:
e Step 1: Acknowledge receipt (Manual acknowledgment).
e Step 2: Open the Grievance Master Excel Sheet.
e Step 3: Fillin the following all the mandatory columns:
o Date of receipt
o Name of Seafarer
o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

4
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o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Full description of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

o Step 4: Forward the grievance with complete details to the toll-free support
unit via email

e Step 5: The Grievance will be lodged by the Toll-free Support unit in the
Grievance Redressal Module and unique ID will be generated.

e Step 6: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.

B. If Received via Phone Call:

> To Toll free Support Unit:
e Step 1: Politely listen to the concern.
e Step 2: Fill in the following all the mandatory details needed to lodge the
grievance as per the system:

o Name of Seafarer

o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Fulldescription of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

e Step 3: Lodge the grievance in the Grievance Redressal Module and generate
Unique ID.
e Step 4: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.
» To DG Comm Support Unit:
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Step 1: Politely listen to the concern.

Step 2: Open the Grievance Master Sheet and fill in the following all the
mandatory columns:

o Date of receipt

o Name of Seafarer

o INDOS/CDC Number (if provided)

o Contact details (WhatsApp number/email)

o Mode of grievance (WhatsApp/Email)

o Type of grievance

o Full description of the grievance as provided by the seafarer
o Assigned Department (to be determined based on the issue)
o Status (e.g., Open, In Process, Resolved)

o Etc.

Step 3: Forward the grievance with complete details to the toll free grievance
unit via email

Step 4: The Grievance will be lodged by the Toll-free Grievance unit in the
Grievance Redressal Module

Step 5: Automated SMS and Email will be sent to Seafarer along with the
Unique ID.

C. If acallis missed:

> Toll free Support Unit (by ARI)

Step 1: Return the call at the earliest and lodge grievance.

> Bythe DG Comm Support Unit:

Step 1: Return the call

Step 2: share the WhatsApp message template (refer Annexure B for the
message template) to guide them to lodge the grievance formally through the
Toll-free number or Grievance Redressal Module.

2. Follow-up Process

Day 2 (Post Receipt of Grievance)
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The Digital Processing unit must follow up after day 1 of Lodging of grievance
from the Grievance Redressal module.

The Digital Processing unit will follow up and coordinate with the pertaining
department for action taken and closure of grievance.

They will be constantly following up for action taken till the closure of grievance
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Standard Operating Procedure for Grievance Redressal Mechanism

2. Guidelines and Timelines

If the seafarer is onboard, before lodging a grievance on the Grievance Redressal
Platform, the complainant shall, wherever applicable, first exhaust the onboard
grievance redressal procedures available under the applicable shipboard complaint
mechanism, including escalation to the Master and Company/RPSL in accordance with
the Maritime Labour Convention (MLC) and relevant Merchant Shipping Rules.
Grievances may thereafter be lodged on the platform in cases where the matter remains
unresolved, involves urgent welfare or safety concerns, or requires intervention of the
Directorate General of Shipping.

To ensure effective and timely grievance handling, the following response timelines and
duty structure are to be strictly followed by the Support Unit:

Activity Timeline Responsibility
Immediately if the
grievance is received by
Toll free Support Unit
Lodge grievance On-duty Toll Free support staff
Within 1 hour of receipt if
Grievance is received by

DG Comm Support unit

First follow-up with

department On Day 2 after receipt Digital Processing Unit

Weekly status review Every Monday Digital Processing Unit

Return missed calls W‘lthm 2 hours of the On-duty Toll Free support .
missed call staff/ Dg comm support unit

lll. E-Navik Operational Framework

1. Single Point of Contact- Call Integration Setup

a) Toll free Number- This will be the only public-facing number, attended by the toll-
free support unit .

Contact Channel DY ET K Manned / Handled By
Toll-Free Number (For ARI Toll-Free Support Unit
. 1800-889-7768
Domestic Calls) (24x%7)
International Contact ARI Toll-Free Support Unit
Number (US Toll Free) | © 1 888-988-0256 (24x7)
ARI Toll-F t Unit
WhatsApp Number | +91 8655856830 - 4')(70) ree Support Uni
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Contact Channel DY ETES Manned / Handled By

Toll Free Helpdesk
Email

ARI Toll-Free Support Unit

enavik.24x7@gov.in (24x7)

b) Secondary Grievance Contact Point will be DGCOMM Welfare- 9004048406. The
resources manningthis number will forward the Grievance to Toll free support unit
for Lodging the grievance in the system with Unique ID generation.

2. LAYER 1: Toll-Free Support Unit (By ARI)
Role: Call Landing, Intake & Follow-up

Operating Model: 24x7 rotational shifts

Manpower: 8 helpdesk Agents

Location: Off-site Call Centre

Reporting: System-based dashboards to DDG (Crew)

Nature: Intake, ticketing, real time tracking and monitoring of grievance

Key Responsibilities:

1. Grievance Receipt

The Toll-Free Support Unit (by ARI) shall receive grievances from seafarers and other
complainants through the following channels:

a) Telephone calls received on the designated toll-free number

b) WhatsApp messages redirected to the toll-free system

c) Official emails forwarded for grievance registration

d) Social media references forwarded by DG Shipping for registration
e) Grievances forwarded by DG Comm Support unit.

All grievances received through channels other than the toll-free number shall be
redirected to the ARI toll-free team for formal registration.

2. Grievance Registration

a) Register grievances in the Grievance Redressal Mechanism on behalf of the
complainant.

b) Ensure accurate entry of all grievance details in the system.

c) Capture all mandatory fields strictly required while lodging in the system,
including complainant details, grievance category, supporting information, and
contact details.

13
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3. Ticket Generation & System Acknowledgement

a) Generate a unique grievance Ticket ID at intake for every registered grievance,
which forms the basis for dashboard-based tracking, monitoring, and reporting
across all layers.

b) Trigger system-generated acknowledgements to the complainant through SMS
and/or email upon successful registration.

¢) Communicate the Ticket ID to the complainant for future reference and tracking.

d) Carefully understand the grievance and ensure it is registered under the correct
grievance category to avoid misrouting across branches.

4. Communication & Status Updates
a) Provide status updates to complainants based on system-recorded progress.

b) Respond to follow-up queries by referencing the grievance Ticket ID and system
status.

c¢) Maintain professional, clear, and empathetic communication at all times.
5. Functional Limitations
The Toll-Free Support Unit shall not:

a) Conduct investigation or verification of grievances

b) Adjudicate or take decisions on grievance merits

c) Close grievances or issue directions to statutory authorities

All decision-making, investigation, and closure actions shall rest with subsequent layers
as defined in the SOP.

6. Operational Governance
a) Operations shall be confined strictly to the approved SOP.
b) The unit shall exercise no statutory or regulatory authority.
c) All actions shall be auditable through system logs and reports.

Note: Toll free support unit are not responsible for adjudication or technical
processing. Their role is strictly frontline intake, data entry, and follow-up.

3. LAYER 2: Grievance Processing & Coordination Layer

Layer 2 constitutes the core grievance processing and coordination function of the
Grievance Redressal Mechanism. It comprises two distinct but complementary units:

I. Digital Processing Team (Existing Manual Team)

14




Standard Operating Procedure for Grievance Redressal Mechanism

II.  DGCOMM Support Unit (Channel Facilitation & Coordination)

Layer 2A: Digital Processing Team (Existing Manual Team)

Role: Grievance examination, follow up, coordination, and resolution tracking
Operating Model: Standard office hours with defined escalation timelines
Manpower: DG Shipping (existing contractual resources)

Location: DG Shipping Headquarters

Reporting: System-based dashboards and MIS submitted to Crew Branch and DDG
(Crew Processes)

Nature: Inter-departmental coordination, grievance monitoring and tracking

Key Responsibilities:

1. Examination of Grievances
a) Examine grievances logged in the system by the ARI Helpdesk.

b) Review grievance details, category mapping, supporting information, and system
history.

c) Identify deficiencies, gaps, or clarifications required for effective processing.
2. Inter-Departmental Coordination

Coordinate with internal and external stakeholders for resolution of drievances,
including:

a) Crew Branch-forregulatory guidance, interpretation of rules, and sensitive cases

b) Seamen’s Employment Office (SEO)/ Shipping Master Offices (SMOs) - for CDC,
BSID, sea service, Employment and welfare matters

c) Nautical and Engineering Wings/ MMDs - for certification, examination, and
assessment-related cases

d) SPFO / SWFS - for welfare fund, provident fund, compensation, and benefit-
related grievances

e) Training Branch-for MTI or digital-platform related issues

All coordination shall be documented and tracked within the Grievance Redressal
Mechanism.

3. Analysis of Grievance and Compliance

a) Monitor timelines for each grievance.

15
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Identify delays, bottlenecks, or non-responsiveness by any stakeholder.

. Reporting and Review

a)

b)

d)

a)

a)

b)

Daily status reports on grievance pendency, actions taken, and escalations shall
be submitted to the Crew Branch officials.

Weekly consolidated reports shall be presented to the DDG (Crew) during the
Crisis Management and Grievance Redressal Review Meetings.

Prepare weekly reports to be presented in the Crisis Management and Grievance
Redressal Review Meetings on:

o Pendency

o Resolution timelines
o Category-wise trends
o Escalation status

Prepare briefs for unresolved, delayed, or high-sensitivity cases.

. Digital Strengthening of the Role

The Senior Consultant shall supervise the four Junior Consultants, ensure
accuracy, procedural compliance, and adherence to timelines, and coordinate
closely with the Crew Branch.

Transition from manual Excel-based tracking to system dashboards and analytics
within the Grievance Redressal Mechanism.

Use dashboards for real-time monitoring, trend analysis, and decision support.
Ensure data accuracy and consistency across all digital records.

This role is digitally strengthened to enhance transparency, efficiency, and
accountability.

. Coordination Between Layer 1 and Layer 2A

Layer 1 and Layer 2A shall operate in close coordination to ensure seamless
transition of grievances from intake to closure.

Where additional information or clarification is required, Layer 2A shall
communicate such requirements to Layer 1, who shall assist in obtaining the
necessary inputs from the complainant, without undertaking investigation or
adjudication.

Regular coordination shall be maintained between Layer 1 and Layer 2A to
address data gaps, improve category accuracy, and ensure timelines are not
impacted.

16
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7. Roles and Responsibilities matrix:

Role

Key

Details

Senior Consultant
/ Lead - Digital
Processing Unit

Responsibilities

Grievance
Processing Oversight

* Supervise examination and processing
of grievances logged by ARI Helpdesk.

¢ Ensure correct categorisation, routing,
and prioritisation of grievances.

e Validate action-taken remarks before
closure or escalation.

Investigation & Fact
Verification

e Guide and oversee fact verification for
complex or sensitive grievances.

¢ Ensure documentary evidence is
sought and recorded through GRM
workflows.

Inter-Departmental
Coordination

e Act as nodal point for coordination
with Crew Branch, SMOs, DSEO, MMDs,
SPFO, SWFS, Training and IT Wings.

* Resolve coordination bottlenecks and
ensure timely responses from
departments.

Timelines &
Escalation

* Monitor compliance across all
assigned grievances.

¢ |[dentify delays and trigger escalations
as per SOP and escalation matrix.

* Prepare escalation briefs for Crew
Branch and higher authorities.

Reporting & MIS

* Review and consolidate
daily/weekly/monthly MIS reports
generated from GRM.

¢ Analyse pendency, ageing, and
category-wise trends.

e Submit structured reports to Crew
Branch and DDG (Crew Processes).

Quality Assurance &
Compliance

¢ Conduct quality checks on grievance
documentation and resolutions.

* Ensure compliance with SOPs, MS
Notices, and DGS Circulars.

¢ Maintain audit-ready digital records in
GRM.

17
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Key

Responsibilities

Details

Digital Enablement

* Drive transition from Excel-based
tracking to system dashboards.

* Ensure effective use of GRM
dashboards for monitoring and review.

Junior Consultant
- Digital
Processing Unit

Grievance
Examination &
Processing

e Examine grievances assigned through
GRM.

* Review grievance details, history, and
supporting documents.

e |[dentify information gaps and initiate
clarification requests through system
workflows.

Coordination &
Follow-up

e Liaise with Crew Branch, SMOs,
DSEO, MMDs, SPFO, SWEFS, Training
and IT Wings to obtain action-taken
reports.

e Conduct structured follow-ups and
reminders for pending grievances.

Action Taken
Documentation

* Upload factual findings, departmental
responses, and action-taken remarks in
GRM.

* Maintain complete digital audit trails
with time-stamped entries.

Tracking &
Escalation Support

¢ Track assigned grievances against
timelines.

¢ Flag delays, non-responsiveness, or
risks to Senior Consultant.

¢ Update escalation status in GRM.

Reporting Support

e Contribute data inputs for daily,
weekly, and monthly MIS reports.

¢ Maintain logs for escalations, inter-
departmental responses, and closures.

Process & System
Feedback

e Adhere to SOPs, workflows, and
templates.

¢ Provide feedback on system gaps,
process inefficiencies, or recurring
grievance patterns.

8. Grievance Categories Assigned to the Consultants
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Each Consultant will be mapped to specific grievance types:

Resource Allocated Assigned Grievance Categories

- Oversight of all grievances and Junior Consultants
- Miscellaneous Grievances

-CDC

-BSID

- Nautical COC, COP

- Nautical Assessment, Exams, Certification
-INDOS

- Passport

- Seafarers Profile

- COC Cookery

- RPS Agencies

- Fraudulent Cases( Certifications and Documents)
- Cheating Cases

- Death

- Missing Seafarer

- Desertion

- Engineering COC, COP

- Engineering Assessment, Exams, Certification
- Misconduct, Alcohol

- SWFS-

- SPFO

- CPGRAMS and RTI

-IT and e-Governance issues

- DC Renewal, Advance DCE, Oral, Exam

- Placement - prior joining

- Employment - after joining

- Training Related

- Sea Services( Sign on/ Sign off)

- Abandonment/Arrest/Detention

- Piracy and Hijacking

Senior Consultant

Junior Consultant 1

Junior Consultant 2

Junior Consultant 3

Junior Consultant 4

Layer 2B: DGCOMM Support Unit

Role: Channel facilitation and coordination support for grievance routing
Operating Model: 24x7 rotational shifts

Manpower: DG comm support unit (existing resources)

Location: DGCOMM centre

Reporting: Operational coordination with Toll-Free Support Unit and Crew Branch

Nature: Manning of DGCOMM Welfare mobile number and Support email.
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Key Responsibilities:

a) Man, the DGCOMM Welfare mobile number and Support email ID. This unit
operates strictly as a facilitation and coordination layer.

Contact Channel Details Manned / Handled By

DGCOMM Welfare .

. 9004048406 DGCOMM Support Unit
Mobile

. DGCOMM Support Unit/ Crew
Crew Helpline 9004062624
Branch

Crew Branch Email crews-dgs@nic.in DGCOMM Support Unit
Support Email support.dgs@gov.in DGCOMM Support Unit

b) Receive grievances, queries, and communications from seafarers and
stakeholders through these channels.

c) Forward all grievances received through DGCOMM Welfare number and Support
emailto the Toll-Free Support Unit for formalregistration and generation of Unique
ID in the Grievance Redressal Module.

d) Facilitate continuity of communication across helpline, WhatsApp, and email
channels.

e) Provide coordination support to ensure grievances are routed correctly and
without delay.

f) DGCOMM Support Unit shall not:
o Register grievances in the system
o Conductinvestigation or verification
o Take decisions or close grievances

4. LAYER 3: Grievance Redressal Officers (GRO)

Role: Statutory examination, decision-making, and closure of grievances within assigned
functional domains

Operating Model: Office hours with defined escalation and timelines
Manpower: DG Shipping officers (Crew Branch and concerned functional departments)
Location: DG Shipping Headquarters and associated field units

Reporting: System-based reporting and dashboards

20
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Nature: Regulatory examination, coordination with internal and external stakeholders,

recording of reasoned decisions, and closure of grievances in the Grievance Redressal

Mechanism in accordance with applicable laws, rules, and circulars

Key Responsibilities:

a)

b)

Examine grievances assigned to their respective functional domains through the
Grievance Redressal Mechanism.

Seek clarifications and supporting documents strictly through system-based
workflows.

Coordinate with internal and external stakeholders, including Shipping
Companies, RPSLs, MTls, seafarers, unions, etc. through official channels.
Conduct statutory examination and arrive at reasoned decisions in accordance
with applicable laws and rules.

Record factual findings, decisions, and action taken in the Grievance redressal
mechanism to ensure a complete digital audit trail.

Propose and implement resolutions in line with the Merchant Shipping Act,
relevant Rules, MS Notices, and DGS Circulars.

Close grievances in the system with reasoned, auditable remarks.

Adhere to timelines monitored through system dashboards.

Ensure all decisions are captured digitally, with no offline or email-based
closures.

After the Closure, carry out performance monitoring through random feedback
mechanism, including manual feedback calls for a selected 10% of closed
grievances and system-generate message feedback for a selected 20% of closed
grievances for every 100 Grievances monthly. Feedback and performance data
shall be analysed to identify service gaps and areas for improvement.

LAYER 4: Monitoring Authority — Oversight, Policy Direction Escalation and Supervisory

authority

Layer 4 shall comprise a Monitoring Authority officer nominated on a monthly rotation

basis from among the Deputy Director General (Crew Processes / Crew Welfare /

Training / Casualty), who shall function as the supervisory authority for the Grievance

Redressal Mechanism.

Key Responsibilities:

a) Provide overall governance, policy oversight, and strategic direction for the
Grievance Redressal Module.

b) Act as the final escalation authority for escalated issues, inter-departmental
coordination issues, and high-impact or sensitive grievances.

c) Review grievance performance through real-time dashboards, MIS and
category-wise trends.

21




Standard Operating Procedure for Grievance Redressal Mechanism

d) Approve or ratify resolutions in escalated or exceptional cases, where
required.

e) Convene and chair periodic review meetings and direct corrective actions to
address systemic gaps.

f) Provide strategic inputs for process improvements, system enhancements,
and policy refinement based on grievance analytics.

g) Review weekly and monthly reports prepared by Layer 2 that is the Digital
Processing team.

h) Approve systemic corrections, policy suggestions, and SOP updates.
i) Ensure grievance redressal mechanisms align with:
i.  MLCrequirements
ii. RPSLRules
iii.  Citizen Charter timelines
iv.  DGS Circulars and Notices

j) The role of the Monitoring Authority officer shall rotate monthly among the
designated DDGs to ensure shared ownership, continuity, and institutional
oversight.

k) All directions issued by the Monitoring Authority shall be recorded digitally in
the Grievance Redressal Module for audit and accountability.

) They shall review consolidated performance dashboards and feedback
outcomes, identify systemic issues, and issue directions for corrective
actions, process improvements, or re-examination of grievances, wherever
required.

Reporting Flow to Layer 4
Layer 2 Digital processing Team will prepare:
o Weekly oversight report
o High-risk / long-pending grievance list
o Monthly analysis of trends

o Escalation notes for non-responsive agencies

6. LAYER 5: System & Technical Support (By ARI)

Role: System administration and technical support for the Grievance Redressal Module

Operating Model: Office hours availability with incident-based technical support
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Reporting: DG Shipping

Nature: Technical and system support

Key Responsibilities:

Maintain application availability, performance, and uptime of the Grievance
Redressal Module in accordance with the approved Service Level Agreement (SLA).
Configure, manage, and maintain system elements, including workflows, grievance
categories, and escalation matrices, strictly as approved by DG Shipping.

Manage user access, roles, and permissions only upon written authorization from DG
Shipping.

Maintain comprehensive system logs, audit trails, and transaction records to ensure
traceability and audit compliance.

Ensure regular data backup, disaster recovery readiness, and compliance with
applicable information security standards.

Provide technical support during system incidents, performance degradation, or
application failures, ensuring minimal disruption to grievance operations.

Support implementation of approved system upgrades, patches, and configuration
changes in coordination with DG Shipping (IT / Project Authority).

DDG IT& e-Gov will have oversight of Layer 5.

LAYER 6: Final Review and Oversite Authority

Key Responsibilities:

a)

b)

8.

Additional Director General of Shipping, Nautical Advisor and Chief Surveyor will have
view and review access to consolidated reports, pendency dashboards, and
escalation summaries.

Final directions issued at this level shall be recorded digitally to ensure transparency,
accountability, and institutional continuity.

Layer 7: Apex Authority (DG Shipping)

Key Responsibilities:

a)
b)
c)

Ultimate oversight and accountability for the entire grievance redressal mechanism
Final adjudication in exceptional, high-impact, or escalated grievance cases

Policy direction and strategic guidance on grievance management, regulatory
interpretation, and systemic improvements

Intervention in sensitive cases involving legal, reputational, or sector-wide
implications

Approval of major decisions, enforcement actions, or deviations from standard
procedures

Ensuring alignment with statutory mandates, public interest, and governance
standards
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9. Seven-Layer Structure

Entity / Role

Toll free 24x7

Manpower
Source

Core Responsibility

Multi-channel grievance intake,

Decision
Authority

Layer Helpdesk ARI (vendor- ticket creation, X N
1 P . funded) acknowledgements, SLA clock °

(Off-site) .

initiation

A.DGSDigital | b o ing o o

Processing (existin Investigation, coordination,

Team g documentation, SLA tracking X No

-~ contractual
(Existing through GRM
resources)

Layer | Manual Team)
2 Continuity of

B. DGCOMM DG.Shlpplng helplme/Whafcs.Ap‘p/emall

. (existing channels, facilitation of X No
Support Unit . .
resources) grievance routing to ARI
Helpdesk, coordination support

Layer Grievance DG Shipping Statutory examlngtlon, VYes
3 Redressal Officers departmental actions, proposed D .

officers (GRO) resolution, closure with remarks (Domain)

o Governance, policy oversight,
‘I;ayer :i?}lxi;mg DG Shipping | escalation handling, Vv Yes
y dashboard-based review

Layer ARI—Sy§tem ARI (vendor- System uptime, configuration,

& Technical security, logs, backups, X No
5 funded) .

Support technical support

Final Review
Layer and Oversite Addl. DG(S), Final Authority and oversight Vv Final
6 . NA & CS

Authority
Layer | Apex Ultimate oversight and
7 Authority DG(S) accountability v

10. Timelines for Escalation Matrix

Kindly refer Annexure A.
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11. Legal Provisions

A. Maritime Labour Convention, 2006, as amended

Inspection and enforcement (Standard A5.1.4, paragraph 10)

1.

Inspectors shall keep confidentiality regarding the source of any grievance or
complaint alleging a danger or deficiency in relation to seafarers’ working and
living conditions or violation of laws and regulations and give no intimation to the
shipowner, the shipowner’s representative or the operator of the ship that an
inspection was made as a consequence of such a grievance or complaint.

On-board complaint procedures (Regulation 5.1.5 and Standard A5.1.5)

1.

Every ship shall have a formal complaint system for seafarers, where such system
shall seek to resolve complaints at the lowest level possible.

However, in all cases, seafarers shall have the right to complain directly to the
master, and where necessary, to appropriate shoreside personnel or to
appropriate external authorities.

Seafarers have the right to be accompanied or represented during the complaint
process.

Safeguards against victimisation are mandatory — no retaliation is allowed for
filing complaints.

Onshore seafarer complaint-handling procedures (Regulation 5.2.2 and Standard
Ab5.2.2)

1.

Seafarers on ships calling at a port shall have the right to lodge complaints to an
authorised officer in the port for quick and practical redress of any breach of this
Convention.

Such officer conducts an initial investigation and shall also check if onboard
complaint procedures were used.

In required, a more detailed inspection may be carried out, and the officer shall
seek to resolve the complaint at shipboard level, where possible.

In case of any non-conformities, Standard A5.2.1 procedures shall apply.

If unresolved onboard, the officer notifies the flag State for corrective action within
a deadline.

If still unresolved, the port State sends the officer’s report and flag State’s reply to
the Director General, International Labour Organisation (ILO) and informs
shipowners’ and seafarers’ organisations.

Port States must regularly submit statistics and information on resolved
complaints to the Director General.

Confidentiality of seafarers’ complaints must always be safeguarded.
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B. The Merchant Shipping Act 2025
Section 58(1)(e)-

When a foreign seafarer raises a dispute in Indian territorial waters involving a vessel
registered outside India, the shipping master shall forward the complaint to the vessel’s
flag State authority and send a copy to the Director General of ILO.

Section 95: Facilities for making complaint-

1. A seafarer may inform the master that they wish to make a complaint against the
master or another crew member to a Judicial Magistrate of the first class or
another proper officer.

2. In case the vessel is at a port with such an officer, the master shall allow the
seafarer to go ashore (or send them ashore under proper protection) as soon as
the vessel’s service permits.

3. In case the vessel is not at such a port, the master shall allow the seafarer to go
ashore under protection at the first port where such an officer is available, again
as soon as the vessel’s service permits.

Section 281(2), paragraph 30:

In case a master without reasonable cause fails to facilitate a seafarer to make a
complaint under section 95, there shall be a penalty that may extend to INR 50,000.

C. Merchant Shipping (Maritime Labour) Rules 2026

Rule 26: Onboard complaint procedures
1. Initial Complaint

o Any seafarer with any grievance must submit a written complaint to their
Head of Department (HoD) (deck or engine) that be immediately and
formally acknowledged by the HoD to the seafarer concerned.

2. Escalation to Master

o If the HoD cannot resolve the complaint within 3 days of receipt of such
compliant, it must be referred to the Master of the ship.

o The Master must personally handle and settle the issue within 7 days of
receiving it.

3. Escalation to Shipowner

o |If the Master cannot resolve the complaint, it must be referred to the
shipowner/licensed RPSL/company, with immediate intimation to the
seafarer.
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o The shipowner/ licensed RPSL /company must resolve the matter within 1
month of receiving the complaint.

o The Master shall make the contact details of the concerned point of
contact available on board.

o The shipowner may set up a committee comprising of unions of seafarers
to resolve the complaint.

4. Grievance Redressal Authority

o If the complaint is not resolved by the company/ licensed
RPSL/shipowner/committee within 1 month, the seafarer can approach
the Director General through the specified Grievance Redressal
Mechanism.

o The complaint must include copies of all earlier complaints and replies
from superiors, shipowner, or union.

5. Direct Complaints

o Seafarers also have the right to file complaints directly with the Master/
company/ licensed RPSL/shipowner/ any other authority that they
consider appropriate.

6. Right to Representation

o A seafarer has the right to be accompanied or represented by another
seafarer of their choice during the complaint process to ensure that they
can report issues without fear of retaliation.

o A seafarer must be safeguarded against the possibility of victimisation for
filing complaints. The term ‘victimisation’ covers any adverse action taken
any seafarer for filing a complaint, provided it is not malicious or
unfounded.

7. Record Keeping
o Allcomplaints and decisions must be recorded in the official logbook.
o Acopy of the decision must be given to the seafarer.

o Records must be kept on board for at least 3 years from receipt of
complaint and be available for inspection.

8. Along with the employment agreements, seafarers must be given a copy of the
onboard complaint procedure, including contact details of the Director General
contact details and where applicable, name of the person(s) onboard the ship
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who can on a confidential basis offer impartial advice or help them raise
complaints properly.

9. Any grievances shall be brought within 3 years from the date of such incident.
Rule 29: Onshore seafarer complaint-handling procedures

1. A seafarer may report a breach of any requirements under these rules including
seafarers’ rights to any authorised officer specified by the Director General.

2. Insuch case, the authorised officer shall undertake an initial investigation, which
shall include consideration whether the onboard complaints procedures have
been explored.

3. The authorised officer may also conduct a detailed investigation as specified in
Rule 28 of these rules, which deals with port state inspections.

4. Such authorised officer shall endeavour to resolve the complaint at the shipboard
level. In case the matter cannot be resolved at the shipboard level, such matter
shall be notified to the Director General or the concerned flag State, seeking
advice or corrective plan of action within a specified deadline.

5. Incase acomplaintfalls within the scope of sub-rule 7 of rule 28, i.e., where a ship
does not comply with the rules and the conditions are hazardous to the safety,
health or security of seafarers or represent a serious or repeated breach of these
rules including seafarers’ rights, the authorised officer must stop the ship from
sailing until the identified serious non-conformities are corrected or an
acceptable and promptly implemented corrective action plan is approved.

6. If the ship is detained, the authorised officer shall immediately inform the flag
State and invite its representative and notify the relevant shipowners’ association
and union of seafarers.

7. If a complaint is still not resolved, the Director General shall send a copy of the
report of the authorised officer and any reply from the competent authority of the
flag State to the Director General of ILO and inform the shipowners’ association
and union of seafarers for any relevant recourse procedures.

8. Appropriate steps shall be taken to safeguard the confidentiality of complaints
made by seafarers.

9. Any grievances shall be brought within 3 years from the date of such incident.

On-Shore Grievance Redressal of the Director General of Maritime Administration

1. The Directorate General of Shipping runs a centralised Grievance Redressal —
Support Unit (GR-SU).

2. It handles complaints about breaches of employment agreements, working
conditions, or rights under the Maritime Labour Convention, 2006, as amended.

3. Confidentiality of seafarers and complaints raised are protected.
Complaints can be submitted through official channels, and timelines are set for
resolution.
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D. Merchant Shipping (Continuous Discharge Certificate) Rules 2026

Rule 13: Appeal

1.

Any person aggrieved by any order made under these rules, may appeal to the
jurisdictional Principal Officer, Mercantile Marine Department within 60 days of
the date of receipt of such order.

The Principal Officer shall pass an order within 30 days from the date of receipt of
such appeal after hearing both the parties.

E. Merchant Shipping (Seafarers’ Identity Document) Rules 2026

Rule 14: Administrative appeal mechanism

1.

Any person aggrieved by any order made under these rules, may appeal to the
jurisdictional Principal Officer, Mercantile Marine Department within 60 days of
the date of receipt of such order.

The Principal Officer shall pass an order within 30 days from the date of receipt of
such appeal after hearing both the parties.

F. Merchant Shipping (Recruitment and Placement of Seafarers) Rules 2026

Rules 4(2) and (3): Functions of the Issuing Authority

1.

A complaint concerning the activities of licensed recruitment and placement
services (RPS) may be submitted by a seafarer to the lIssuing Authority
electronically and shall be appropriately addressed by the Issuing Authority.

Giventhat the complaints or grievances are submitted within 3 years from the date
of the incident, the Issuing Authority shall examine and appropriately address the
complaints or grievances of a seafarer engaged by a licensed RPS for ships other
than Indian ships.

Rule 8(6)(c): Bank guarantee

1.

In case of any claim for monetary loss is made by any seafarer to the Issuing
Authority, the seafarer shall first make a complaint in accordance with the
onboard complaint procedure of the flag State and inform the licensed RPS of the
monetary loss at the earliest.

Rule 11: Suspension or withdrawal of RPS license

1.

If a licensed RPS has acted in violation of the Merchant Shipping Act 2025, these
rules, or against the interest of a seafarer, the affected seafarer can file a
complaint to the jurisdictional Director, shipping office, who has issued the RPS
license.
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The jurisdictional Director may then issue a show cause notice to the licensed RPS
requiring it to show cause within 30 days from the issue of such notice, as to why
the license shall not be suspended or withdrawn.

After issuing show cause notice and before passing the final order, the
jurisdictional Director may temporarily bar the licensed RPS from recruiting or
placing new seafarers, which shall also be intimated to the Director General.

The Jurisdictional Director shall within 60 days of receipt of reply of show cause
notice and after giving an opportunity for the licensed RPS to present its case,
issue an order including an order for suspension or withdrawal, which also be
informed to the jurisdictional Principal Officer and Director General. The reasons
for such decision shall be stated in the order.

Where the RPS license is suspended or withdrawn, the licensed RPS and its top
management shall be debarred for 5 years from applying for or obtaining any
license or approval under the Merchant Shipping Act 2025.

Rule 16: Recruitment and placement service without license

1. On receipt of information that an entity is conducting or claiming to conduct any
recruitment and placement service, the Director General may examine such
information and on examination finds such information to be true, the Director
General may:

o direct the entity to discontinue operations;

o inform seafarers and relevant authorities;

o reportthe matter to law enforcement; and

o take any other action necessary in public interest.
Rule 27: Appeal

1. Any person aggrieved by any order made under these rules, may appeal to the
jurisdictional Principal Officer, Mercantile Marine Department within 60 days of
the date of receipt of such order.

2. The Principal Officer shall pass an order within 30 days from the date of receipt of

such appeal after hearing both the parties.

Note: The provisions outlined above are non-exhaustive. It is advised to read these

provisions along with the original source, i.e., applicable conventions, Acts, Rules, along

with circulars, orders and notices issued from time to time by the Director General. In the
event of any inconsistency, the relevant statutory provisions and official instruments
shall prevail.
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Standard Operating Procedure for Grievance Redressal Mechanism
Annexure B- Message Templates

Message Templates:
1. WhatsApp Welcome Message (Post Call or Grievance Request)
Dear Seafarer,
Welcome to the Welfare Helpline of the Directorate General of Shipping.

For properrecord and action, we requestyou to kindly share your grievance details
here on The Grievance Redressal module or the Toll free number given below.

1. eNavik

2. Toll Free Number: 1800-889-7768

3. International Contact Number (US Toll Free): +1-888-988-0256
4. WhatsApp: +91 8655856830

Regards,
Support Unit
Directorate General of Shipping
2. Reminder to Lodge Grievance via Grievance Redressal module
Dear Seafarer,
Thank you for calling the DGS Crew Support Helpline.
To take further action on your grievance, kindly lodge the issue

eNavik

Toll Free Number: 1800-889-7768

International Contact Number (US Toll Free): +1-888-988-0256
WhatsApp: +91 8655856830

L N

This will help us document and escalate your concern effectively.
Thank you,
Support Unit

Directorate General of Shipping
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Standard Operating Procedure for Grievance Redressal Mechanism

Annexure C- FAQs
FAQ Section:
I 7 3

Administration Branch FAQ pdf Coastal Shipping Branch FAQspdf ~ Crew Branch FAQs.pdif Engineering E-goverance & E-pariksha FAQs.pdf

o m or} ]
Examination, Assessment and Certficate Branch FAQs.pdf F&A Branch FAQspdf ~ IT & E-Gov Branch FAQs.pdf Merchant shipping Law Branch FAQs pdf

L. B = 3
MTT FAQs.pdf Multimodal Transport Branch FAQs pdf Personnel Branch FAQs.pdf Shipbuilding Financial Assistance Policy FAQs.pdf

Shipping Development Branch FAQs.pdf SPFO FAQs.pdf  SWFS FAQs.pdf Training Branch FAQs.pdf
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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.

W ek

43 Helpdesk Contact

w REACH U 1 TOLL-FREE NUMBER | EMAIL | WHATSAPP

Maritime Grievance . banraree S e

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

Redressal Syste

53 Register Now 58 Track Complaint

GRIEVANCE REDRESSAL
CHANNELS

Figure 1 — Welcome Page
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@

DG Shipping, Govt. of India

Mt Snryices Sor Saatarer, MTls, and RE5La

Department Login

Usermame:
rjadhavdgsigouin

frre—

Figure 2 — Login Page

DG Shipping, Govt. of India

Maritime Services for Seafarer, MTis, and RPSLs

Department Login Enter details such as
..................................................... | Username, Password and
Username Captcha.

Enter your usermame

Password:

( Enter your password @ ] “

Click [Login] button to
access portal.

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.

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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Grievarce Redressal P o

B Sriwsca et

o . gt Crievance — Death cormpatisamo ot paid a5 per e agreensnt SRR - | v | o | e |
"

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.

Griovance Redressal R e

s B Celancs se

. Urgent Gris — Death i not paid as per the agreement — m m m
. [T o —
) soreeriing Sucumenss
SIta.  Document Nams Ty Coe Action
CYP

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

T A 0, RS

e Jevbues

Figure 7 — Key Timeline

3.1.1.4 NOTE

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

requirement.

oo i s the agremers I [ -1 o]

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

Figure 8 — Add Note
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GRM-2026-0075

£ complainant information

e Full Mame

" Rfrork

INDSS NumBsr

MO21212

% eroorkads PO, Thiu ‘eenorkada P, Thinvan

E2IBITT

not paid as per the agreement

Add Nots
et O i
——
All Motes (2)
Fathe
AMote 1
3wk
ol 2

il ressred e Hhe irstial el T et

ey CMTEetn B, i b

g This agdicant maly b requesied 1 s e ither with B casa)

Figure 9 — Note Details

3.1.1.5 QUERY

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

applicant.

Grievance Redressal

) wriowi | Orevance dets

¢ Urgent

GRM-2026-007

£ complainant infermation

THIe Full Wamp
. PRt
INDOS Numbs Mablie fumser

D2 e EIIREaURLL

Address Derails Registered Address

g PO, Thit erontkana PO Tl

not paid as per the agreement

Raiatinship With Seatarar
Father
Email i

B itk @ gl o

A . SeLBResh Dt e -

Query Correspondence (1)

oy 1
Durting the verification af your application, it has been ciiserved thai certain mandatony documends are missing or rot cleary.
wvisible, Specifically, the uploaded cenificals i eiher ncomplee of bumed, You are réquested 1o re-upload te requirtd documents.
in & clear and legihie formas i procead wish iisther processing,

#ery 1 Renpaise 2 7

| have reuploaded the reguired docurents with betier. clanty as mxquestod. Kindy teview the updstéd Hes and et me ko £ any
turthes information 5 needad from my skde

Click [Add Query] button to raise a query.

Figure 10 — Query
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Raise Query

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.

Grigvance Redressal

Tiits

Gronsnte dmans

Figure 12 — Forward Grievance
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Select seat
Grievance]

j——

ﬂ Forward Grievance %
GRM-2026-0075
cx€ This grievance will be reassigned to another officer for further processing.
T T T PP e PP PP PP E PP PPET PRI
i FORWARD TO (SEAT} ¥
E [ Deputy Director General of Shipping - Crew Branch (P.C. Meena) v I
% Fonwarding Remarks * .
*  Forwarded for scrutiny and further action deemed fit E‘_
: i i
—
, enter the remarks and click [Forward

button to forward the grievance details.

Figure 13 — Forward Grievance Details

3.1.1.7 TRANSFER GRIEVANCE

grievance

Grievance Redressal

b | B Grievance saabs

Click [Transfer Grievance] button to transfer the

to other concerned department/office.

¢ Urgent — Death ion not paid as per the agreement

GRM-2026-0075 |

Add Note
5, Complainant infarmation Nestotin
Title Full Hams Relatinmihip With Ssatarey
All Notes {2)
ar Rtk Fartee
it 1
— Wil tambnr Fmadt 1
Gitevance subsrited
IND21212 = EI296203484

Figure 14 — Transfer Grievance
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q Transfer to Other Office %
GRM-2026-0075

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

DIVISION *

:  Maritime Administration

v
EBRANCH.’SUB—OFFICE - OFFICER *

! MMD Mumbai 4 Principal Officer (Abul Kalam Azad) w

Remark * H
Transferred to the concemed section for further processing

&

Cancel ‘? Transfer Grigvance
i

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.

Grievance Redressal

L -
o/ B Oaics deats
Urgent Grievance — Death compensation not pald as per the agreement s s m m m

GRM-2026-0075 Compe

Add Note
Complwinant informatio et O Kin
T Fall Mame EH— T —
Al Netes (2)
1 i Fufer
ehiste 1
KD Numb [P— -
Grevasce sebmned
INDZIZL = BLIGAICAAL AR o4

Figure 16 — Reject Grievance
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Reject Grievance %
GRM-2026-0075

You are about to reject this grievance. This action is irreversible and the applicant will
be notified immediately.

I Reason for Rejection *

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

This reason 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

Grievance Redressal

o B Grievans dets

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

¢ Urgent — Death

A complainant infermation

Titla Full Wame
w Rtk

INDaS Bumbar Mobile Nembar
o117 Bl20420348

Add Mote
Relatisnship With Santarer
Al Nates (2]
Father

ehiote 1
Emall 10

Gieyanes wiba nd

Tk @il o

Figure 18 — Close Grievance

not paid as per the agreement —— m m mi
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@ Close Grievance %
GRM-2026-0075

@ 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 : ‘

resolved satisfactorily. Hence, the grievance is hereby closed.

Cancel {2 Close Grievance E

ko R R R R R R R R AR AR AR AR AR ANAEEERRNERRERRRREREE, ]

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.

LI eroriond] -
W e o B Snevence Desaboad
Grievance Dashboard
.................. FYANCES
51 N Apphcatian No. Calegory Sub-Categaty Date Submitted Stabus Priceity L) Last Updated
- 00100 T pevce. | JEEDEOE gggmien | eoosoATE 0417
e i e o & 04

Figure 20 — Queried Grievance
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3.1.3 CLOSED

The closed grievances are displayed in the closed list.

K it

Grievance Dashboard

THACH & MANAGE YIS GRITVANCIR

Figure 21 — Closed Grievance

3.1.4 REJECTED

The rejected grievances are displayed in the rejected list.

A, e

 phire | B Grievasco Dasthosnt

s 0T

Figure 22 — Rejected Grievance
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3.1.5 FORWARD

The forward grievances are displayed in the forward list.

P L et e §

SINe,  Applcatian No. Catagary Sub-Category Status Fovnided to

At Sogh

RN -G0S Conmgar:sation fof Deatfr and Disabisty, Missing Stadarar '.
Wimsing Seatarer Anish Eingh
ST ST——-
e o LitanasasCertifonts relabid Elrpars Jiyuienalte
& o mekgsa. 0 Deykmecusewmsbcomediie. 000 [ileeaem N
TR 20080038 INDISE A ath i Gupta
i (T
ng gl :
Puncy, Hpacking and Duterion of Seatiest  Lidcicessccssmemedes gieais St g
R COC & Cook st

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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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

A Riteai 3
P o] ]

fiah | @ Mepos

a Report Generation
FILTER L EAPONT GRIEVANCE DATA

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

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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MMMMM - @
Click [Download PDF] button to download
PDF report and click [Download Excel]
button to download excel report.
Figure 28 — Download Report
3.4 CONFIGURATION
.............. °
o .
....... .
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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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

guery is raised by the Authorized User, they can respond through the
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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 VIAI TOLL-FREE NUMBER | EMAIL | WHATSARH

Maritime Grievance b e I
Redressal System

1800-889-7768 +1‘-888—983-025E

Submit and i continuous
support for tirr oluti

o Register Now %3 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:

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

e International Calls: +1-888-988-0256
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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.

(0} Grievares Rodrasssl — oNavik Portal

4 dhted plattor Iox guievanee rediessal tor seafesers, WTIs, and APSL
ancea o

this redsnence rumser.

Wil e generaned, The

e System enabh s, ok,
I e groperty recoeded, mormioned, Bad nedressed within defined dmelnes.

Guidelings

+ Respand piompty It siddionad iefaim
& Ao enbiiiang duphe:

er3, WTls, RPSLS, and Shpng Companes) can sutme griswnces aher lggng 1

kst o iR
tinct hotishs wdt T b o ¢ st

| 1800 HUK-X000K

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

Figure 2 — Grievance Guidelines

3.1 REGISTER GRIEVANCE
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armoaETs s s

Click Register Grievance tab to
register new grievance.

Select Complainant Type.

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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2 3 ‘
GREVAACE DTS E— AN A S
B m
.......................................................................................................................................
o ek e H
" Tent 2 H
Nt Muman Emas hniess .
gTenaI21s 1 -
P Frcaen 5
Maharmeira 1o
[

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.

Griovance Reqistration Form
° = e =0 =

My Apphcant isforsation

At Trgw T et e

“!‘ﬂ!‘l"‘vhm e hasrvne qul-'\o-!u

@ m G 4
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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Grievance Registrsion Form

hcrasy ‘St ot e
..... 1z
Grveric Dtais
gy ey P
e prmatn o Dl - o corperemon - i s R etk
Creny Mo Ot
g

Provide the required Grievance T
details, incident location, grievance
description and expected outcome.

Figure 7 — Grievance Details

T, Supporting Documents

....................................................................................................................................... -
2]
Clich tn upkoad or drag and dros
T — s 3

» [ © PeaLCECLARATION & CONSENT
: 1 ocki i he kT w71 A1) 206w T Dt of AL £ 3GURE 3 ot Fracy Poicy ane T & Coriom

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

Figure 8 — Upload Documents
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After providing all the details, click
[ Submit] button to submit the details.

Figure 9 — Submit Grievance

© Click [ Submit] button again to confirm
Confirm Submission the Subm|SS|On

Figure 10 — Confirm Submission
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©)

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

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 Clenr m

“ & LodgeGrewnce

AT DTS

tastg e con

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.

Tl Py St et

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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Passput Hurnde Passpur issuang Coniry

MTESAaz] SHhALTRE

Figure 14 — Complainant Type Foreign Seafarer

i e ] Dbt aeblrit sy ¢ ot

3.1.51ITF

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

Grievance Registration Form

sk £ Ladpe Srievance

AU oo

Bl dedional Dutsils

(- Grlevancs Duails

......

TN

rpmiso asse
¥

Desgpaten Oftcd Bl £
Trez Devsgpunii eyl com

P

uuuuu

o s mamar

Figure 15 — Complainant Type ITF User

Page 16 of 24




USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT

3.1.6 INTERNATIONAL ASSOCIATION

If the user selects International Association, the system displays the

following details.

Gripvance Registration Form Clenr m
o == R
Applicant infermation
Apstoas Typ: Cpantsation Mars
AU e Rapi EbardaDeT Fae DOO!I-\NM : Ofow Emel
Cangry S Cangory
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 Farm Cinas m
W ehme £ Lodge Gemvence

[E——— rrm—” o

Apphcare Tygm: 0 s
Tese MIES b

Mrgbsber | L s oy ¥ Magaston
2135 SnGARORE

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

Maritime Grievance
Redressal System

o i
1800-889-7768 1-888-988-0256

Submit and trac I

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

Figure 18 — Welcome Page
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Track Your Grievance Status
GRM-2026-0075 m 547
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.

@ edavk | O 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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DATE sUBMITTER cummENT STATUS camEsost
Compantation for Death and Disabity, Missr vy Seatarer
| Status time
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.......... e ——
....... v ——
[, CRMSILSETS B0 Ape J0R, 0134
[rr—
L naznsamer

...............

b BRARITONES

..............

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.

i ikatien 1o & sealater wha i mesingias suflansd A dissbiity duning serice. Deapne submsing all necessary
0 progress ar responise kom the concemed authorities. The fmily is facing inancial hastship due io this delsy. Kindly expedes the.

| Carrespandence History 1

A Query Rnised 1 EaAze, B 781 g

Cunng the vesiboaton of your appleation, it has beer: cbser

to the query.

Figure 22 — Response Query
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Enity Name Qtfice Applied To Desigaaiion
i A ia

Detalied Descripiion

A clati Inf gt was sibmibed i relalion i & seates who s rissigilias subered 8 dsabibty dang serice. Deaie sibmitieg 8l necessany
tocuments. there has been no progress of sesponse fiom e concemed authonives. The famiy is facng finsncial hardstip due s Sis delny. Kindly expedite the
piocess
0O Heed Help?
Expasted Suicams
Mol provided

| Comespandence History

LI, B p

pitec Qscusments Wiy Bamar chairy & neguessed. Kindly o tho upatd TEes and I s Knigw 1 Ay et formason & netded fiom my side

Upsinat Supparting Decamsrts
A A —_

Provide the response, upload the relevant
supporting document and Click [Send reply]
button to submit the reply.
Figure 23 — Submit Response
[

Dataibed Dasaription

& clim for compereation was submised in relston io a senfarer wha s mistnghas sutiered 0 deatity dunng service, Despiie subimeing af neceszary
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[
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Enpectud Ouicams

ot provded

| Camespondanee Hissory

% QueryRalzed 1 AR, BT
Duiring 1 ble. Spe: " or i - ' 1
docun
. MESOMIE Your Response TR, RITA7
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Sy

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.

aaaaaaaaaaaaaaaaaaaaaa

REFERENCT MuMBEN DATE SuBMITTED

I Applicant & grievance informa ation 1 Searus timetine

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.
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Click [Appeal] button to appeal

against the grievance decision.

Figure 26 — Rejected Grievance Details

Pr— Y - ]
ievazca datas
View Grievance —b:
PUBLSC SRIEVANES POSTAL H
..........
uuuuuuuuuuuuuuuuuuuuuuuuuu cumn catsgoar
3AM-Z035-0008 a8 Agr 202 - Sostarer Profile
Gy 1n s e
Lz, 654 p
| The e processer A i
| Applicant & grievance information | Status imesine
r—
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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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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

Click [Login] button to access
portal.

- Maritime Grievance
Redressal System v e :
"™ 1800-555-01XX +91-22-555-01XX
= =

enavik@gov.in +91 00000 XX

{
| ) Secure&

User can contact helpdesk for any
assistance.

Figure 1 — Welcome Page

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
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following channels:
e Indian Toll-Free Number: 1800-889-7768
e International Calls: +1-888-988-0256
e Email Support: enavik.24x7 @gov.in
These support channels are available to ensure timely assistance and

resolution irrespective of the user’s location.

Bata Dapormemt Login

Figure 2 — Login Page

Upon successful login using the username and password, the system

displays the home page.
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3.1 REGISTER GRIEVANCE

Confidential

Click Register Grievance tab to
register new grievance.

w0 Megisin
Grievance Registration Form
v Profie

L Ty Pk har
sEAFSHEN A || s
Bghenmet Vonae Fegpswrnd Emall
.......... 8 || e crmgg
T Grrviees Dol
Catmgery St Canmgery
[ - Smammare of waytay imez
ey

Eruprsserieg Dhtstm - MM Wardzal

@ incident Location

P

Figure 3 - Register Grievance

The guidelines are displayed after clicking the Register button.
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Upon reading the guidelines click
[OK] button to proceed further.

epan Koarrar A
B magisin
Grievance Registration Fom Chear
@ > C
L [T SN ] WV 4 T
.................................................................................................................................... "
@ User Profie H
Uner Type Fal hare W0 Hurber =
SEAFARER: & || spmome a || woosmun &t
it Wik Pyt Evet
L] & || amwnsmanmgmos oo &
...................................................................................................................................
& Grmmese Detaits
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Enmpinbutesg Dniein - NI Muritasi H
& incident Location
......................................................................................................................................
s Lecaten
B etafies Desorigian
f
w2 ot vt ater Ankttmraby e 1 rocmn, Thie dntsy ¥ pp——1

Expecied Cutcoms

The information is automatically fetched
based on the user type.

Figure 5 — Grievance Registration Form

004 7000 Cranaiers

The user provides the grievance
details such as Category,
Subcategory, and Office Applied
To.
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....... - wink
Gﬂmnceﬁoglslranonfn«n Chear
¥ .3 2 s
Lser Ty Fall e NS Nt
SEAFARER & Aapen Wi & DTSN a
W0 a e oo &
Camory B Gy Dtce ppled T
#  meident Locatior 3
@ Detafied Desoripson
e = e s e e o O R i e
Provide the details of Incident Location, Detailed
Description and Expected Outcome.
Figure 6 — Grievancet Location Details
Supoting Decuments
[F] £ FlAL DECLARATION & CONSENT = 3 el
Here, the user attaches the
supporting documents.
Figure 7 — Upload Documents

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

Page 11 of 21




USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT

the Submit button is enabled to submit the grievance.

..... = .\.........co
“‘ngmm Io m:m'. .............
After uploading and providing all details, click [Submit]

button to submit the grievance.

Figure 8 — Submit Grievance

O

Confirm Submission

Are you sure you want to submit this grievance?

Please ensure all information provided is accurate.

Click [ Submit] button again to confirm
the submission.

Figure 9 — Grievance Submission
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Submission Successful!

Your grievance has been registered. You can track its
progress on your dashhoard using the number below

APPLICATION NUMBER

GRM-2026-0102

RETURN TO DASHBOARD

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

Figure 10 — Successful Submission

Once the grievance is submitted, the authorized user reviews the

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

3.2 DASHBOARD

Click here to view grievance
dashboard.

Figure 11 — Dashboard

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

The user can view the pending grievance and query raised grievance

Click Pending sub-tab to access Click the Grievance ID to view
pending grievance details. grievance details.

Figure 12 — Pending

- wuran e ()
bevhine Bt
P View Grievance
PUBLIC GRIEVANTE PORTAL
w0 b SaE subi cummewreTES  cereeany
GRM-Z026-0081 08 Apr 2028 Aspessment. Examination and Certificatio

| Appscant & grievance infformation | Status smeline

e 3 sesan Atchervnts

SUBMITTED
- wee  Faliams Do Num 1 T 347
Seatarer Arjun Kism: NGOSL234S samwirren pr ammssee i
B i Rz 98 Apr 2024, 1308
uuuuuu Humser Email 0
SATHILILG & aijor kg
........ oy v

AssesEman, Examination and Cenfieatn ascossment of sl ol

;;;;; ¥ Nare Satice Appiied To
A Musriai
Datalleg Descoption
it ecemrinuston, Bt the resubs haus ol B dictised evan sfter the sepected dits, Adisunslly ihers i n updats sh the cestfistion
D This ey i alectiog 1y caresr progression Kingly provide clarty on the s sl 5t d mapectid ek .

Figure 13 — Grievance Details

If any query is raised by the officer, it will be displayed in the
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correspondence history section.

O Mesit Help?

| Corespondence History |

5 Query Raismil 1

Click [Reply to query] button to

respond to the query.

Figure 14 — Reply Query

| Cormespondencs Histey 1

5 Query Raised 1 AN, 8 5

= i have reuplasded the 1Equied documents Wil beties clanty &5 rogue

e, Kinaly review the updaed les and et me kngw £ any luthes
Upsnat Supparting Documerms
6, 20, P, .- LA LI i B £

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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G Grevance s

Nia

Dataiies A Dascription

1 85 g 10 update my seafarer profle detwils, inchiding mry contact infoemaion and sea service recons, but e changes are ot geting saved on e portsl
Despite muliple attempts, the Syssers eithe: shows an &Tor o fevents oo okl data. THs i5 causing ssues whie applying for funter cenifications. Flease resohe
thes: at the earbess.

17232, 65024 pe

‘ e re-uioadert the requited doEUmEnts wth bere: clarify a5 sequested, Kindly s e updated Hes and let mis know f any Srmes sformation s nesded from my side

Figure 16 — Submitted Response

3.2.2 RESOLVED

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

Pugenen Yot Oimboaesl g Shigy

Cunbupensation far Eeth i Disdiiny, i Seatioer

Click Resolved sub-tab to access Click the Grievance ID Number to
resolved or closed grievance details. view grievance details.

Figure 17 — Resolved Query

Upon resolution of the grievance by the concerned department, the
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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.

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

satisfactory, click the [Feedback] button to
submit feedback.
i s ()
. —
T S At g oripepesn for st s enily, sl e
| Status timedine

» cLosEn

Ritesh Jntere 88 Agr 20, 1153

Figure 18 — Appeal/Feedback

3.2.3 REJECTED

The rejected Grievances are listed in the Rejected sub-tab.
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Click Rejected sub-tab to access Click the Grievance ID Number to
rejected grievance details. view grievance details.

Figure 19 — Rejected Query

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

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

Pra— ey - ]
st ey
View Grievance —’:
-
nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn v
08 Apr 2026 Seatarer Profile
ANCE REJECTED “ 1
anazie, a:se pm
| Applicant & grievance information | Status timesine
Aty
« sunmTTED
uuuuuuuu INDBS NumBer Earay s ey
Aqmwans oo SELeT] f PR G
ArunNsma GRMFIGOMS 08 Apr I 13
Email 10
BETMIZI0 S wijum ke @gmail com
QuERY AARED
412 g 2009, 20403
rievance informatian Gy
o s, [
w e e
Charge in Phiscgraph and Signanrs nia
Oifice Appaisa Te W20 s quesy meseonse

HiA,

Ty smatarer protle detnds. mchudng my o

sice ecortts, b he changes are nof gesing saved on e poral
wn e wmseim mEhar s nn sem o -

i imsiins whis s i e bther reibeasnns Pl e rmarie

Figure 20 — Rejected 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.

ABC Shepprg e i Lt A e """""°
Grevances Flled Agadnst L ey
o
Click Grievance Filed Against tab to Click the Grievance ID to view
access grievance filed against details. grievance details.

Figure 21 — Grievance Filed Against

02 g s e P, o

FULIE SREVAMES ORTAL

uuuuuuuuu

..............

............

Figure 22 — Grievance Details
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| Cormespandencs History 1

#  Query Anised 1

Addoonal clanboanon is requeed regardng the miwmanon vwed. Kndy sabore on e submsed dewls [ enapE Accune EoCsSERG

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

Figure 23 — Query Reply

| Comespandsnce Histary 1

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

Figure 24 — Submit Response

| Comesponsance Histary 1
| B Chuey Ralsad 1

| o RESPONSE  Yous Respanse

Figure 25 — Submitted 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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2 INTRODUCTION

2.1 PRODUCT FUNCTION

A grievance refers to a formal complaint or concern raised by a Helpdesk
User regarding issues 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 authority to resolve and close the
grievance. The user who raised the complaint can track the status of the

grievance using the available tracking facility.

2.2 INTENDED AUDIENCE

The user manual is intended for Helpdesk Users. Helpdesk Users can
raise grievances on behalf of others and submit them to the Authorized
User for resolution. They can also review grievance details and track the

status of their submitted grievances using the available tracking facility.
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3 LOGIN — HELPDESK USER

Click here to login as a Grievance Helpdesk user.

z 3y edavik

| ) Helpdesk Contact

ARNCH US ViA: TOLL-FREE NUMDER | EMAIL [ WHATSARE

Maritime Grievance &
Redressal System

1800-889-7768 +1-8B8-98B-0256

B  Emall Support Wl WhatsApp
Submit and tra ces with continuous enavik.24x7@gov.in +5T KOO HNXKH
support for tim oluti

@ Regis @ Track Complaint
54 Register Now i Track Comyain Resolution
se and real time tacking

User can contact helpdesk for any
assistance.

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
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e International Calls: +1-888-988-0256
e Email Support: enavik.24x7 @gov.in

These support channels are available to ensure timely assistance and

resolution irrespective of the user’s location.

e ——

Figure 2 — Login Page

Upon successful login using the username and password, the system

displays the home page.
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3.1 REGISTER GRIEVANCE

he D Mglaier

Grievance Reglstration Form

G peTALS AT

Click Register Grievance tab to

S : . Select User Type. R
register new grievance.

Figure 3 — Grievance Registration Form

The user selects the user type as Next of Kin or Seafarer. Based on the

selected user type, the complainant information section is displayed.

3.1.1 NEXT OF KIN

If the user selects Next of Kin, the system displays the following details.
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il
D Fagum
Grievance Registration Form
W At tectas G e AT v 4
Appbeant betil:
............................................................................................................................................ "
s Type Tiew - :
R " Tout H
Frsatuetinig To Seateest Mot Mursir Bl ek :
o aETEaI sty :
P .
s Mo 48 :"—
oy G P H
st . | mseses
.............................................................................................................................................

Provide the required complainant
details and click [Requests OTP]
button.

Figure 4 — Grievance registration Form (1)

The system sends the OTP to the registered email address and mobile
number. Enter the OTP for verification. Once the OTP is verified, the

system displays a confirmation message.

Ae M Rtk p °
-
Grievance Registration Form
o o E
APPLCANT DTS s P ArTACHENTS A & ST

G Applicant Cetais

s Ty THs Fulisas
hant Tt
Masstsreaties B Seatasnr Mt Pariser i Ao
Ferehar saTTY i s oo
Betermm
e
oy st P

.............

‘—L OTP verification confirmation message
is displaved.

Figure 5 — OTP Verification
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Provide the required seafarer details.

Figure 6 — Seafarer Details

Provide Grievance Details, Incident
Location, Detailed Description and
Expected Outcome.

Figure 7 — Grievance Details
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WhatsApp Nedificutinng e
P s Bt e o T Z

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

Figure 8 — Upload Documents

After providing all the details, click
[ Submit] button to submit the details.

oo ) Megner

Grievance Registratian Form cmar :m
B “
o o @

A orns ‘o DAL Aty w5 st

Figure 9 — Grievance Submission
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O

Confirm Submission Click [ Submit] button again to confirm
Are you sure you want to submit this grievance? the submission.
Please ensure all information provided is accurate

cancel E m :

Figure 10 — Confirm Submission

O)

Submission Successfull Grievance tracking number is displayed
The grievance has been registered. Track its progress — for fu rther tracking Of the process_

on the dashboard

AFPPLICATION NUMBER

GRM-2026-0103 ¢

RETURN TO DASHBOARD

Figure 11 — Successful Confirmation

3.1.2 SEAFARER

If the user selects Seafarer, the system displays the following details.
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s @)
D Negluie
Grisvance Registration Form
R AT B TR SR DETALS T REN & ST
& Applican Details
R N AR R A R R AR R RN RN RN R R R R R R R AR AR R AR R AR N A RN A RN AR R R R R R R R R R R AR R AR R AR AN AR AR A AR ERNREERNARERNRRRRRREEE .
Lo T prop H
----- ]

Select the User Type and enter the
INDOS Number.

Figure 12 — User Type

Once the user selects the user type as Seafarer and provides the INDOS

number, the complainant information is auto-fetched.

@ Fpican s s
b D Mmglater
Grievance Registration Form
AppoicanT cemaLs GRMANCE DETALS AT AW & T
Applicant Dutaits
Trea Lo
S OCE1ZMY
Pl [Epe— e
uuuuuuuuuuuuuu gt comi sresanzis
..........................................................................................................................................

Provide the user details and Click
[ Request OTP] button.

Figure 13 — User Type Details

The system sends the OTP to the registered email address and mobile

number.
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il - |
stish 0 et

Grievance Registration Form

...... P RS TS AThEIENTS PEVIEW A ST

:

Enter the OTP and Click [ Verify] button.

Figure 14 -OTP Verification

e Oncethe OTP is verified, the remaining process is the same as for
Next of Kin. Submit the grievance after completing the required

details.

e After the grievance is submitted, the authorized user reviews the

submitted grievance.
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3.2 DASHBOARD

Click Dashboard tab to access Here, the user can view the total number
dashboard. of Pending, Resolved, Rejected, and
Total Grievances.

Figure 15 — Dashboard
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3.2.1 PENDING

Eirgsenabn e Dedth sl Disabiiy Wi Deatus

Covrisaasion for T ard Clsaiiny, Misng Saabve

Exomguasasion For Dawm are Ciussiny, Wasrg Seatiesr

LicennaCarelints rotxiad

Eaerppaaanin for D are Cisasiay, Wegnd Ssato

Compraaaion for Dash and Disssiny, Misng Saabes:

Comprerasbon For Dassh and Glaiisiey, Wisiirg Seates:

Click Pending sub-tab to access
pending grievance details.

Figure

Click the Grievance ID Number to
view grievance details.

16 — Pending

s [ Geweance setss

< View Grigvance

HELBEEAR RESUANEE EFNTER

GATE SUBMITTED
11 kg 2026

REFSRENEE NUMBER
GAM-2026.0098

| Applicant & grievance information

Apphizam & grimiarncs setady Attschremn

il Mamn INDoS Msmber
Aran Kiamar WHOOS1EMY
Emall 1D
4 mijun kismar @gmai com
Grlwvanes Infarmatian
Eatagory O Srlevance Sub-Calegery

Compensation for Denth nnd Disabikry, Missn Desth compensation not pad as per the agres.

Entity Kams Qitice Appaied Ts

oy IR
Dntallad Dasesiption

A claim for compensaan was submited © nsnton o 8 seatsrer wh

0 i ebsngihers mftered o dissbiiny during senvce. Despie submiting all necessary

sy

caTEaDEY

CURRENT STATUS
0 Compensation or Death and Disability, Missing Seatarer

| Status Bmesine

» sunMITTED
Mobile Numbas £ 1Lapr 208, E2 75 S0

L BOTOMaz1N

21 Apr 226, 1325

Futhwin N 000

Against Entlty

A

documents, there has been response from e conc: mshorities

Figure 17 - Pending Grievance Details
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3.2.2 RESOLVED

Click Resolved sub-tab to access Click the Grievance ID Number to
resolved grievance details. view grievance details.

Figure 18 — Resolved Grievance

If the user is satisfied with the grievance details and the resolution

provided, the user can view the resolution remarks.
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T G delaks
¢ View Grievance
[ ———

nnnnnnnnnnnnnnnnnnnnnnnnnnnn

catpoomy
Compensaton for Geath sy Disability, Missing Seatarer

| Wi renarce: 1k Do s e Iecsssisnry ACThon 1 asee 1k, Thst s Tk tabon) bl samuficsnly. Hence, Mg grarvassce B sy closen

arin e Aitachmeray
e * sLmMITTED
uuuuuuuuuuuuuuuuuuu Mobils Humbas Mk A
Arjun Kirmar INOOE12380 s WETON3200 gunmeer smasseis g
LI CRMIILON L3 Ape P06, LET
par kamar Zrgma
.....
18 o -
[ e 30
8 asey ainas Estity
i atsby, b o il i . ks e g u
Enrry Hame artice Appites To
nin

Figure 19 — Resolved Grievance Details

3.2.3 REJECTED GRIEVANCES

If the Authorized User is not satisfied with the grievance details, the

grievance can be rejected with rejection remarks. The user can view the

rejection remarks.

Page 19 of 27




USER MANUAL- e - NAVIK (GRIEVANCE REDRESSAL MANAGEMENT

Confidential

Click Rejected sub-tab to access
rejected grievance details.

Figure 20 — Rejected Grievance

i -
wrpotss B Dashooars
.I
SiNe.  application Ko, Category Sub-Category Date Submitted SHlatus Lt Updated
||||||| Servand st 260023 IESTED 20302

Click the Grievance ID Number to
view grievance details.

WELFDESS GREVANES CENTER

REFERENEE HUMBER DATE SUBMITTED CURRENT STATUS

@ GAIEVARCE AEJECTED

i 440 rply recived ioan aggicarn. Appbcation has been suRd-1rjectod
| Applicant & grievance information

||||||||

...........

..........

Figure 21 — Rejected Grievance Details

nnnnnnnn

e 0

The Helpdesk User submits the grievance on behalf of the complainant,
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and the complainant can directly view and respond to queries through

the Track Grievance functionality.

3.3 TRACK GRIEVANCE

1800-555-01XX +91-22-55509XX

]
anavik@gov.in 0 00000 0000

el T T——

Sl e e e b =

Quick Access
Maritime E-
Services

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

Figure 22 — Welcome Page
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Track Your Grievance Status
Click Track Grievance tab to Enter the grievance tracking ID
track grievance status. and click [ Track Status] button. ——

Figure 23 — 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.

@ edavk | O Track Grievance

Track Your Grievance Status

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

Figure 24 — Track Grievance Status
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DATE sUBMITTER cummENT STATUS camEsost
Compantation for Death and Disabity, Missr vy Seatarer
| Status time
uuuu w@
.......... e ——
....... v ——
[, CRMSILSETS B0 Ape J0R, 0134
[rr—
L naznsamer

...............

b BRARITONES

..............

Figure 25 — 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.

i ikatien 1o & sealater wha i mesingias suflansd A dissbiity duning serice. Deapne submsing all necessary
0 progress ar responise kom the concemed authorities. The fmily is facing inancial hastship due io this delsy. Kindly expedes the.

| Carrespandence History 1

A Query Rnised 1 EaAze, B 781 g

Cunng the vesiboaton of your appleation, it has beer: cbser

to the query.

Figure 26 — Response Query
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Enity Name Qtfice Applied To Desigaaiion
i A ia

Detalied Descripiion

A clati Inf gt was sibmibed i relalion i & seates who s rissigilias subered 8 dsabibty dang serice. Deaie sibmitieg 8l necessany
tocuments. there has been no progress of sesponse fiom e concemed authonives. The famiy is facng finsncial hardstip due s Sis delny. Kindly expedite the
piocess
0O Heed Help?
Expasted Suicams
Mol provided

| Comespandence History

LI, B p

pitec Qscusments Wiy Bamar chairy & neguessed. Kindly o tho upatd TEes and I s Knigw 1 Ay et formason & netded fiom my side

Upsinat Supparting Decamsrts
A A —_

Provide the response, upload the relevant
supporting document and Click [Send reply]
button to submit the reply.
Figure 27 — Submit Response
[

Dataibed Dasaription

& clim for compereation was submised in relston io a senfarer wha s mistnghas sutiered 0 deatity dunng service, Despiie subimeing af neceszary
Hocments, tiere his Boen fo FOES Of Tesponse o e concemed suRornes. The Funily & tacing tn o this ety K podee the
[

U Need Help?

Enpectud Ouicams

ot provded

| Camespondanee Hissory

% QueryRalzed 1 AR, BT
Duiring 1 ble. Spe: " or i - ' 1
docun
. MESOMIE Your Response TR, RITA7
e eo-plaaded the 1equired documants waih benss clanty as soquesied. Kndly fedew Fe updaind Hes and l=s me knaw f any fuhes sforranon = noeded s ide

Sy

Figure 28 — 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.

3.3.1 CLOSED GRIEVANCE

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

aaaaaaaaaaaaaaaaaaaaa

: .
S s ] — 1

REFEAENET MUWBEN oerEsuswrTRR coempwvsAWR  caTcoamy

| The grevance: has been sevewed and necessary acson hes been taken. The issue has been resaived saostacionly. Hence. the grevance 1 heredy dosed

I Applicant & grievance infarmation 1 Searus timetine

Figure 29 — Appeal/Feedback
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3.3.2 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.

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

......... ey - ]
Has [ Beeres Cater | Orievasca atas
. View Grievance —}1 m:
PURLSC SRIEVANES SORTIL : 3
..........
< swe sumwiTen commewtsmams
GAM-2075-0005 B g 2076 — Soaturar Profile
I VANCE REIECTED 1 e
Lz, 658
| The garemme carrie b prtscesssed thi i inseffioned or inccmplst informiation Koy ess et wih complsts detsts
| Appiicant & grievance information | Status imesine
r—

Figure 30 — 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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