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1 User manual for Digital Assistant / Ward Education & Data Processing 

Secretary (DA / WEDPS) 

 

Step 1: The DA / WEDPS shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The DA / WEDPS under ‘Navasakam Beneficiary Management’ tab in GSWS portal 
shall get an option to raise a ‘Create Grievance’ or raise a ‘Create Grievance Service 
Request’ 
 

 
 
Step 3: After clicking on ‘Create Grievance’ the DA / WEDPS shall enter the Aadhaar Number 
and Scheme Type for the Ineligible Beneficiary and click on ‘Get Details’ 
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Step 4: The system shall display ‘Application Status’ with eligibility/ineligibility remarks, 
Eligibility Calculator for the selected scheme and Family Details with respect to the eligibility 
criteria 
 

 

 
 
Step 5: Based on the ineligibility reason / criteria shown in the screen above, the DA / WEDPS 
shall identify the nature of the grievance and the relevant ‘Grievance Type’ and further explain 
the same to the citizen to know whether they are satisfied or not and accordingly the DA / 
WEDPS shall submit the grievance 
 
Step 6: A Grievance ID will be generated, and an acknowledgement will be given to the citizen. 
The Citizen shall duly note the grievance ID for future reference 
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Step 7: In case the citizen is not satisfied with the nature of grievance, the DA / WEDPS shall 
identify the relevant service request to be raised for a particular grievance and accordingly ask 
the citizen to get required documents to raise a grievance service request 
 
Step 8: The DA / WEDPS shall login again in the GSWS web portal using their login 
credentials once the citizen is back to Secretariat with all the required documents to raise a 
grievance service request 
 

 
 

Step 9: The DA / WEDPS shall raise a grievance service request by clicking on “Navasakam 
Beneficiary Management” tab and selecting “Create Grievance Service Request” 
 

 
 
Step 10: The DA / WEDPS shall identify the service request to be raised based on the nature 
of the grievance  
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Step 10: The DA shall mandatorily enter the grievance ID already generated and printed 
on acknowledgement receipt given to the citizen and take further actions as per the screens 
to follow 
 

 
 

 
*** 
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2 User manual for Welfare Education Assistant / Ward Welfare & 

Development Secretary (WEA/WWDS) 

 
Step 1: The WEA / WWDS shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The WEA / WWDS shall click on ‘Grievance Approval’ under ‘Navasakam 
Beneficiary Management’ tab in GSWS portal to take action against the grievance service 
request raised by the citizen 
 

 
 
Step 3: The WEA / WWDS shall get the details of the grievance service requests in the screen 
as shown below, against which they shall take further action by clicking on “Verify”  
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Step 4: The WEA / WWDS shall verify the details and documents submitted by the citizen and 
accordingly submit their observations in the space given in the “Check List” and further 
recommends by clicking “Yes” or “No”. The grievance service request shall be forwarded to 
VRO / WRS 
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*** 
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3 User manual for Village Revenue Officer / Ward Revenue Secretary (VRO / 

WRS) 

 
Step 1: The VRO / WRS shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The VRO / WRS shall click on ‘Grievance Approval’ under ‘Navasakam Beneficiary 
Management’ tab in GSWS portal to take action against the grievance service request raised 
by the citizen 
 

 
 
Step 3: The VRO / WRS shall get the details of the grievance service requests in the screen 
as shown below, against which they shall take further action by clicking on “Verify” 
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Step 4: The VRO / WRS shall verify the details and documents submitted by the WEA / WWDS 
and accordingly submit their observations in the space given in the “Check List” and further 
recommends by clicking “Yes” or “No”. The grievance service request shall be forwarded to 
the concerned MRO 
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*** 
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4 User manual for Mandal Revenue Officer (MRO) 

 
Step 1: The MRO shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The MRO shall click on ‘Grievance Approval’ under ‘Navasakam Beneficiary 
Management” tab in GSWS portal to take action against the grievance service request raised 
by the citizen 
 

 
 
Step 3: The MRO shall get the details of the grievance service requests in the screen as 
shown below, against which they shall take further action by clicking on “Verify” 
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Step 4: The MRO shall verify the details and documents submitted by the VRO and 
accordingly submit their observations in the space given in the “Check List” and further 
recommends by clicking “Yes” or “No”. The grievance service request shall be forwarded to 
the concerned RDO 
 

 

 



User Manual for Grievance Redressal 

14 | P a g e  
 

 
 

***  
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5 User manual for Revenue Divisional Officer (RDO) 

Step 1: The RDO shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The RDO shall click on ‘Grievance Approval’ under ‘Navasakam Beneficiary 
Management” tab in GSWS portal to take action against the grievance service request raised 
by the citizen 
 

 
 
Step 3: The RDO shall get the details of the grievance service requests in the screen as 
shown below, against which they shall take further action by clicking on “Verify” 
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Step 4: The RDO shall verify the details and documents submitted by the MRO and 
accordingly submit their observations in the space given in the “Check List” and further 
recommends by clicking “Yes” or “No”. The grievance service request shall be forwarded to 
the concerned JC 
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*** 
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6 User manual for Joint Collector (JC) 

 
Step 1: The JC shall login to the GSWS portal using their user id and password 
 

 
 
Step 2: The JC shall click on ‘Grievance Approval’ under ‘Navasakam Beneficiary 
Management’ tab in GSWS portal to take action against the grievance service request raised 
by the citizen 
 

 
 
Step 3: The JC shall get the details of the grievance service requests in the screen as shown 
below, against which they shall take further action by clicking on “Verify” 
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Step 4: The JC shall verify the details and documents submitted by the RDO and accordingly 
submit their observations in the space given in the “Check List” to approve/reject the grievance 
service request 
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*** 
 
 
Note: 

▪ All Payment Failure Related cases shall be updated before the 17th of August 2021 on 
Navasakam Welfare Assistant login 

▪ It shall be mandatory to generate a Grievance ID for an ineligible beneficiary and the 
Grievance ID shall be mandatorily entered for raising a grievance service request  

▪ Logins for MRO and RDOs shall be provided as Annexure 
▪ Logins for District Commercial Tax Officers shall be provided as Annexure 
▪ All JCs shall talk to DCs and ensure quick approval / rejection of the grievance request 

pending in their login 
▪ For further details please refer to the detailed SOP 
▪ For all WEAs, VROs, MROs & RDOs: 

o Shall login to approve/reject grievance request for Income Tax, GSTN and 
Government Employee / Government Pensioners  

 
 

 
 
 


