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Request Tracking Tool (RTS) 

 

Background 
 

The Government of Andhra Pradesh (GoAP) launched the Village and Ward Secretariat system to decentralize the public administration 

and service delivery to the grassroots. The Volunteer System along with Village Secretariats / Ward Secretariats system endeavours to 

provide last mile services in village and ward levels. The village and ward volunteers and secretariats become the first and the most 

important point of contact between the government and public. 

The Department has 15,000 Grama-Ward Secretariats with 1.34 Lakh functionaries for administration and to deliver various services 

to the citizens at the grassroot level. The Grama-Ward Sachivalams initiative is aimed at universal and non-discriminatory delivery of 

all government schemes and services to citizens of all strata with improved efficiency, transparency, and accountability at the 

government-citizen interface at all levels of administration.  

To accomplish the vision of a universal and non-discriminatory delivery of all government schemes and services to citizens of all strata, 

the GSWS department in coordination with eGOV & CPR has undertaken the project “GSWS 2.0” which re-defines and reengineers the 

whole concept of Governance. The attempt is to provide the most efficient and corruption free service on two fronts:   

1. Provide citizens with a seamless access to benefits under various GoAP schemes 

2. Provide citizens a hassle-free, interactive, and accessible Govt-to-Citizen services 
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Citizen Service delivery platform (CSP) 
 

The CSP is a unified solution for all the services provided by the Government of Andhra Pradesh to its citizens. The GSWS department 

aims to digitize all the G2C services and provide a one stop solution to the citizens through the unified service delivery platform and its 

15000+ sachivalams. The aim is to develop a platform which will include the following modules: 

1. Raise a service request (application) by a citizen 

2. Develop a process flow depending on the nature of service request as per the acts/rules 

3. Access to each Govt functionary to view & process the applications  

4. Track the status of the application by citizen/Govt functionary 

5. Determine a definitive service level agreement (SLA) period for each service and Sub-SLA(SSLA) period for each functionary 

who should process that service request 

6. A standard protocol to reject any application based on well-defined rules and reasons 

7. Acknowledgment to the citizen on Application/Rejection of a service request 

8. Payment mechanism for the service requests raised by Citizens 

9. Develop analytics and insights to assess the effectiveness of the system and performance of the functionaries 

 

At present the G2C services are provided through MeeSeva and specific departmental portals. 4-5 portals are in vogue to deliver around 

565 G2C services which are being accessed from 15000+ GSWS Secretariats and 2000+ MeeSeva Kiosks across the state. Most of these 

services are partly processed “online” and partly “offline”. What GSWS is trying to achieve is to truly digitize all the steps of the service 

request right form application at DA level, processing by VRO, RI, Tahsildar etc. Digitization of services will help the Government track 

and measure the performance of all the departments and the functionaries involved. This encourages the functionaries to be 

accountable and adhere to timelines. GSWS plans to digitize all the 560+ govt to citizen services and create a unified G2C service 

delivery platform. A ticket can be raised for any technical and functional issue with the delivery platform on Request Tracking 

Tool(RTS).  
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Functionality the Tool 
 

RTS has 5 different levels and logins for various authorities. 

• Digital Assistant(DA): He is the field functionary and can raise any technical and functional Issue in his login and send it 

to District Co-ordinator for resolution. Any supporting documents or screenshots can be shared. All levels above him can 

resolve the issue and send it back to DA Login but only DA can close the issue that he has raised after he is satisfied with the 

resolution provided. 

 

• District Coordinator(DC): He receives Issues from DA and has three options. He can provide resolution for the issue/send 

it back to DA for additional documents/forward it to State Coordinator for providing resolution. He can also raise a new in the 

same way as DA raises a issue and send it to SC for resolution. 

 

• State Coordinator(SC):  He receives Issues from DC and has three options. He can provide resolution for the issue/send it 

back to DC for additional documents/forward it to State Coordinator for providing resolution. He can forward the issue both 

to TCS/Department coordinator depending on the category of the issue. 

 

• Department Coordinator: He receives Issues from SC and has three options. He can provide resolution for the issue/send 

it back to SC for additional documents/forward it to TCS for providing resolution. 

 

• TCS: Any Technical resolution will be provided by TCS and sent back for closure. 
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User Guide 
 

Common Login for all Functionaries 
 

Step 1: Enter the following link in web Browser: https://gramawardsachivalayam.ap.gov.in/ 

 

https://gramawardsachivalayam.ap.gov.in/
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Step 2: Click on Request Tracking tool form the Applications Dropdown 

 

 



7 
 

Step 3: Request Tracking Home Page will open, Enter Username and Password 
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Digital Assistant (DA) Login Page 
 

After logging into DA page, DA can view the already raised requests, view and edit the request status or raise a new Issue. 
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Raising a New Issue : To raise a New Request, Click on New Issue and Fill the form with the required details and documents 
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After Clicking on Raise Request, New Ticket will be raised With ID Number 

 

 

All raised tickets will be displayed in Home Page 
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Click on View (In request Details in previous screen) to check the ticket Status. The screen will open this way. 
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District Coordinator (DC) Login 
 

DC can view the requests raised by DA as shown below in the Home page or raise a new issue from the Requests Tab 
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Scenario 1: In case DC cannot resolve the issue and Forward it to State Coordinator Hit Edit and Select “ In Progress” in Status and 

provide Remarks and update the Request 
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Scenario 2: In case DC wants further documents and wants to send it back to DA, Hit Edit and Select “ Referred Back” in Status and 

provide Remarks and update the Request 
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Scenario 3: In case DC can resolve the issue, Hit Edit and Select “Resolved” in Status and provide Remarks and update the Request 
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State Coordinator Login 
 

SC can view the requests raised by DC as shown below in the Home page or raise a new issue from the Requests Tab 
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Scenario 1: In case SC cannot resolve the issue and want to Forward it to Department Coordinator, Hit Edit and Select “ In Progress” 

in Status and provide Remarks and update the Request 
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Scenario 2: In case DC wants further documents and wants to send it back , Hit Edit and Select “ Referred Back” in Status and 

provide Remarks and update the Request 

 

 
 
Scenario 3: In case DC can resolve the issue, Hit Edit and Select “Resolved” in Status and provide Remarks and update the Request 
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Department Coordinator Login 
 

Department Coordinator can view the requests raised by SC as shown below in the Home page or raise a new issue from the Requests 

Tab 
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Scenario 1: In case Department Coordinator cannot resolve the issue and want to Forward it to TCS, Hit Edit and Select “ In Progress” 

in Status and provide Remarks and update the Request 

 

Scenario 2: In case Department Coordinator wants further documents or information and wants to send it back , Hit Edit and Select “ 

Referred Back” in Status and provide Remarks and update the Request 
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Scenario 3: In case Department Coordinator can resolve the issue, Hit Edit and Select “Resolved” in Status and provide Remarks and 

update the Request 
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TCS Login  
 

Any Issues raised from Department Coordinator or State Coordinator will be resolved by TCS and sent back. In case further information is 

required, the Issue will be referred back by TCS. 

 

 

 


