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1 INTRODUCTION:

Path to Navasakham Beneficiary Management (NBM) Portal — The one
stop solution for all schemes

The Government of Andhra Pradesh have created a separate department
named as the Gram Volunteers/ Ward Volunteers and Village Secretariats/ Ward
Secretariats Department for effective monitoring of the service delivery mechanism
and implementation of welfare schemes through the Village / Ward Secretariats.
Accordingly, the GSWS Department shall implement all welfare DBT schemes of
Government.

In view of this, the Grama-Ward Sachivalayams’ NBM (Navasakam
Beneficiary Management) initiative is aimed at universal and non-discriminatory
delivery of all government schemes to the eligible citizens of all strata with
improved efficiency, transparency, and accountability at the government-citizen
interface at all levels of administration.

The Gram Volunteers/ Ward Volunteers and Village Secretariats/ Ward
Secretariats Department [GSWSD], Government of Andhra Pradesh through the
NBM Platform aims to implement a system driven rule-based engine to support the
intake, registration, and determination of potential eligibility of citizens for one or
more social schemes/programs run by the Government.



2 NBM portal Login for DA/WEDS/WEA/WWDS

Please click on the URL https://gsws-nbm.ap.gov.in to login into the NBM
Portal. The following screen is displayed.
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The DA/WEDS/WEA/WWDS shall login to the NBM portal by clicking on the
‘Login’ button on the right end of the screen and then selecting the “Digital
Assistant/Ward Educational Secretary” or “Welfare Assistant & Department
User” option (based on his/her role).
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1. Enter the credentials to login to the NBM portal. The DA/WEDS and
WEA/WWDS can use the username (combination of secretariat code and
designation).

e For example, if the secretariat code is 10190084 and the designation
which is DA for a DA/WEDS, then the username would be


https://gsws-nbm.ap.gov.in

10190084-DA/10190084-WEDS. The wuser can use the default
password (G$w$@123) and click on login.

e In the case of WEA/WWDS, the wusername would be
10190084-WEA/10190084-WWDS. He/She can use the default
password (G$w$@123) and click on login.
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Welcome to Navasakam Beneficiary
Management Portal

Forgot Password ?

2. After logging in, the first-time user will be prompted to change his/her
default password as displayed below. The DA/WEDS/WEA/WWDS can
change his/her password by entering the new password and click on submit
button.
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=5 Check Eligibility
Apply Scheme
Check Application e
Status SRR

Hint : The "Password" must contain atleast 8

Social Audit > characters , including one upper case , one lower
case, one number and one special characters

Raise/Track
Grievance

Payment Status

Previous Year
Ranafirian: Nata

3. Once he changes the password and clicks on submit, the
DA/WEDS/WEA/WWDS will be redirected back to the landing page as
displayed in Step 1. The user now can click on the “Digital Assistant/Ward
Educational Secretary” or “Welfare Assistant & Department User” option
(based on his/her role) again and login using his/her new password.

4. If the DA/JWEDS/WEA/WWDS forgets his/her password, he/she can click
on the Forgot Password’ option as shown in the screen below:
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Welcome to Navasakam Beneficiary
Management Portal

Please login to your account

10190084-DA

Forgat Password ?

S. After clicking on the ‘Forgot Password’ option, the DA/WEDS/WEA/WWDS

is redirected to a page where he/she is supposed to enter his/her username
and click on Request OTP’ button.
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Welcome to Navasakam Beneficiary
Management Portal

Please login to your account

6. The DA/WEDS/WEA/WWDS is redirected to the page where he can enter

the OTP sent to his/her registered mobile number. After entering the OTP,
he/she can click on ‘Login’ button.
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Welcome to Navasakam Beneficiary
Management Portal

7. After login to the NBM portal, the left side menu bar displays the following
options:
e Home Page
Check Eligibility
Apply Scheme
Check Application Status
Social Audit
Raise/Track Grievance
Payment Status
Previous Year Beneficiary Data
User Manual
Manage Profile
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Welcome VAZIR KHAN ranchayet secretary Grade vi(Digital Assistant), 10190096

=% Check Eligibility

Apply Scheme Z V X

APPLICATION(S) COUNT Filter By: Current Week v

Total Applications Approved Applications Pending Applications Rejected Applications
Check Application
e 100 55 40 5
Social Audit
WHAT'S NEW See All NOTIFICATIONS See Al

,  Raise/Track
" Grievance

Jagananna Amma vodi Scheme

Payment Status

Previous Year
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User Manual
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3 Downloading the Lists and Social Audit

1. The fifth option in the list is “Social Audit”. By clicking on this option,
the DA/WEDS has 3 sub options to select. “Download
Eligible/Reverification list”, “Download NPCI Inactive List” and
“Download Final list” are enabled for the user to select and perform the
action.
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Download
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Download Final List " —
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Download Inactive
NPCI List

- Raise/Track

The WEA/WWDS has 4 sub options to select. “Download
Eligible/Reverification list”, “Social Audit Remarks - WEA”,
“Download Final list” and “Download NPCI Inactive List” are enabled
for the user to select and perform the action.
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Secretariat : BENKILI

Download Eligible / Reverification list Pending Applications Processed
1] Applications
0

Social Audit Remarks - WEA

Type Applicant Name or Application ID Here

Download Final List

Download Inactive NPCI List

. Raise/Track Grievance

e When the “Download Eligible/Reverification list” option
selected, the following screen is displayed.
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Download Eligible & Reverification List

Secretariat Name: BENKILI Mandal Name: SOMPETA District Name: SRIKAKULAM

Select Scheme:

2. Please select the scheme name from the dropdown list and choose the
option to download the lists “Secretariat wise”.
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Check Application
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Social Audit
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Grievance

Payment Status

Download Eligible & Reverification List

Secretariat Name: BENKILI Mandal Name: SOMPETA District Name: SRIKAKULAM

Select Scheme:

® Secretariat Wise Eligible/Reverification List Download O schaol Wise Eligible/Reverification List Download

(s

3. Please select the scheme name from the dropdown list and choose the
option to download the lists “School wise”. Select the Mandal Name and
School Name from the respective dropdown lists and click on “Download
Eligible List” and “Download Ineligible List”.



~  Sri YS Jagan Mohan Reddy a | 5 é )
M9 Honble Chief Minister of Andhra Pradesh . (D . @ a 6&‘6 o English + Bonthala Mohanrao

7 Apply Scheme

Download Eligible & Ineligible List

Check Application

Status
Secretariat Name: KOTABOMMALI2 Mandal Name: KOTABOMMALI District Name: SRIKAKULAM

2 Social Audit Select Scheme:

Download
Eligible/R ation
list

Social Audit Remarks -
WEA

Download Final List

o, Raise/Track
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e When the “Download Final List” option is selected, the final
Eligible and Ineligible lists can be downloaded after completing of
social audit.

e When the “Download Inactive NPCI List” option is selected, the
following screen is displayed:
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Download Eligible /

Reverification list Download NPCI Inactive List

Secretariat Name: POTRAKONDA
Social Audit Remarks - WEA

Select Scheme:

Jagananna Amma vodi Scheme ~
Download Final List

O secretariat Wise NPCI Inactive List Download © school Wise NPCI Inactive List Download

Download Inactive NPCI List
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Payment Status

- Previous Year Beneficiary Data

e For WEA/WWDS, when the “Social Audit Remarks” option is
selected, the following screen is displayed:
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Social Audit Remarks - WEA
Select Scheme:

Home Page Flease Select v
Identification student_id v Identification 1501000813
Check Eligiblity Type: Number:
Apply Scheme : ( Search ’,
i nati Select Application Student School Student Gender Mother Aadhaar Mather Mobile Eligibility Remarks
Check Application Status o B D Name B No Status
Social Audit 3 o 1501000813 928332000000 28111000109 CHADUVULA-VARSHINI FEMALE VIJAYALAKSHMI 934333000000 8106424483
Raise/Track Grievance Remarks: Please Select ~
Payment Status Upload
Attachments:
S.No. File Name Action
No records found
HOLD )
List of Hold Applications
Application Student School Student Gend Mother Aadhaar Mather Mobile Eligibility Remark On-Hold
D D [ Name er 1) No Status s Remarks
No records found
Remarks: Please Select ~
Upload
Attachments:
S.No. File Name Action

No records found

e The WEA/WWDS can select the scheme name, identification type
from the “Select Scheme”, “Identification type” dropdowns and
enter the identification number.

e When clicked on “Search” button, the record is shown and the
WEA/WWDS can select the remarks from the dropdown and click
on “Hold” button.
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4. The sixth option in the list is “Raise/Track Grievance”. By clicking on this

option,

the

DA/WEDS/WEA/WWDS is

redirected to

the URL

https://gramawardsachivalavam.ap.gov.in/GSWS/Home/Main#!.

The DA/WEDS/WEA/WWDS shall login to the GSWS portal using their
user id and password after clicking on Login.
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4 Grievance Handling

4.1

Introduction

The Government of Andhra Pradesh (GoAP) is committed in ensuring that
the benefits of the welfare schemes are made available uniformly on
saturation basis to every eligible citizen of Andhra Pradesh irrespective of
caste, creed, religion, region, gender, and political affiliation.

However, GoAP has realized a need for addressing the grievances of the
citizens who may not be eligible to avail a Government Scheme, owing to
multiple reasons: Not updating timely mutation of titles relating to vehicles /
land, Incorrect entries in records, Ignorance, once paid Income Tax but now
& not an Income Tax Assessee, Combined electric meter for multiple
households, Invalid documents at time of beneficiary identification, Misuse
of applicant’s name without knowledge etc. GoAP wanted to provide citizens
who are rendered ineligible, an opportunity to raise a grievance and the
respective departments shall verify, take necessary action, and update the
database accordingly.

4.2 Household Database

Household Database is the basis for implementation of all the Welfare
schemes by the Government of Andhra Pradesh. Hence in case of any
discrepancies in the database or if a Household’s data is not present in the
database, following services can be availed by the Citizens

4.2.1 Existing Services for Household Database

4.2.1.1 Creation of New Household

If the Data of a Family is not present in the Database, then a new
Household ID can be created adding all the members of a family to the
Household. It is possible only when none of the members of the family
are present in the Database. If there is only one person in a family, then
a Household ID with a single Household member can be created.

This service can be availed in the Volunteer app with the eKYC of all the
members of the family.

4.2.1.2 Addition of a member to Household

If a Citizen finds out that his/her data is not present in the database but
data of family members is present, then he/she may ask the concerned
volunteer to add his/her details to the Household.

Volunteer may add the details to the existing Household ID of his/her

family members with the eKYC of Head of Family and the Citizen to be
added.
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4.2.1.3 Household Migration on Marriage grounds

Household migration on Marriage grounds refers to the migration of
women after Marriage from Parents Household to In-laws Household in
Household database. All the Schemes are based on the Economic
condition of a Household. So, after Marriage Wife will be migrated to the
Household of In-laws so that Schemes can be availed as per the economic
condition and location of In-laws Household.

If a Citizen visits the Secretariat to avail this service, the DA/WEDS may
apply for the service with the residential proof of wife and husband. The
service request shall be forwarded to PS/WAS and then to MPDO/MC.
Once the request has been accepted, Household split will be done by
migrating Wife from Household of Father to Household of Father in Law

4.2.1.4 Merging of Households

It has been observed that there are cases where Citizens belonging to the
same family are mapped in different Household IDs because of which
they could not receive scheme benefits.

Ex: - In a family, if Mother and father have one household ID, Children
have another Household ID or Mother and Child have one Household ID
and Father have another Household ID. If Mother and Child belong to
different household ID’s then the Child cannot receive benefits of
Ammavodi Scheme. Such families can avail this service.

If a Citizen visits the Secretariat to avail this service, the DA/WEDS may
apply for the service with Rice card as a proof. The Service request will be
forwarded to PS/WAS and if accepted, one of the Household IDs will be
deleted and the ID of members belonging to that Household will be
changed to the new one

4.2.2 Services not available in Household Database

As per instructions from the Government, following services are not available
to the Household Database

1. It is not possible to delete/removal member from a Household ID
2. Splitting of a Household ID and formation of two Households from a
single Household ID is not possible.

4.3 Updated Workflow for Grievance Redressal

Any person who is in the ‘Ineligible Beneficiary List’ may raise a grievance at
village / ward secretariat.
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Every scheme will have a set of eligibility parameters. Each parameter for an
applicant will be confirmed by the Government. The list of parameters on
which eligibility of an applicant is determined are as follows

4.3.1 Parameters for Scheme Grievances

# Parameter Grievance under the Parameter’ Name of
Department
Land holding of the family should be less
than 3.00 acres of wet (or) 10.00 acres of dry
1 Landholding of (or) 10.00 acres of both wet and dry land Revenue
" the family together OR
The extent of land as prescribed by the
respective departments
Property in Family in municipal areas who owns house
2. - . . MAUD
municipal area  in less than 1000 sq. ft. site area
- Monthly electricity consumption of a family
Electricity . .
3. . dwelling unit (own/rent) should be less than Energy
Consumption ;
300 units per month
Family should not own a motorized
4. Four-wheeler four-wheeler (Taxi, Tractors, Autos are Transport
exempted)
S. Caste As per the respective scheme guidelines Revenue
. a1 UIDAI
6. Age As per the respective scheme guidelines (Aadhaar)
. ca g UIDAI
7. Gender As per the respective scheme guidelines (Aadhaar)
No family member should be an Income Tax
Payee Or .
8. Income Tax Finance

Annual Income less than Rs 5,00,000 for Dr.
YSR Aarogyasri Card

* No family member should be a

Government employee or Government

Government Pensioner
9. Employee /. In rural areas, Family having income up Finance
Government
Pensioner to Rs. 10,000/- per month i.e., Rs.1.20
lakh per year and in urban areas up to
Rs. 12,000/- per month i.e., Rs.1.44
lakh per year from all sources of income
10 GSTN As per the respective scheme guidelines g;)}r?mermal

! These are indicative parameters, however, for scheme wise details of the eligibility parameters kindly refer to
Annexure 5.2
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# Parameter

11 Payment failure

Ineligible in
12 Field

verification

Scheme based

13 grievances (YSR

Bima)

Grievance under the Parameter?

If Beneficiaries did not receive Payment after
the Payment disbursals, Citizen can raise a
grievance under this Parameter

If Citizens became ineligible during field
verification can raise a grievance

a. Claim documents submitted but amount
not received
b. Formation/Registration issues

Name of
Department

GSWS
Department

GSWS
Department

GSWS
Department

Besides the above listed parameters, some schemes may require specific

documents for eligibility for e.g.,

Affiliation / Registration with Handloom

Association under Netanna Nestam, Registration with Fisheries Department under
Matsyakara Bharosa, Fitness Certificate / Driving License under Vahana Mitra.

4.3.2 Creating Grievance and service request

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

Report An
Issue

Cluster To HH
Mapping

Sri.Y.S Jagan Mohan Reddy

e ~
@ Grama_ward SaChlvaIayam H Hon'ble Chief Minister Of Andhra Pradesh

Management Details Corner

2 August 2021 THU

Welcome: 12345678-DA ( Digital A createa Grievance e

SPANDANA

B & 9
Registered Redressed Pending
0 0 0
Service Services
Requests Delivered

Registered
H 141 m 137
Pending for Response
Approval Received
H4 W 141

Create Grievance Service Request

Services Navasakam| Beneficiary Edit Employee/Volunteer Employee Job Downloads English

SUA Detan Char Top 5 Department wise List

<

B Revenve [ Industries, Infrastructure. Investment and Commerce

Consumer Afiairs, Food and Civil Suspiies

BN Open witnin SLA [l Open Beyond SLA [l Glosed witnin SLA [l Closed Beyond SLA I Arimal Husbandry, Dairy Development and Fisheries [Illl Agriculture and Marketing

y o A @
M - Vet » ‘_"
k * » 2 /" %
Y55yt Barosa] Jsgararea Ve [ mavoi |
Deevena

;
AR

e After clicking on ‘Create Grievance’ the DA / WEDS shall enter
the Aadhaar Number and Scheme Type for the Ineligible
Beneficiary and click on ‘Get Details’
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NAVASAKAM GRIEVANCE APPLICATION

Note: Please enter aadhar number and select scheme to get the application status.

Scheme Type*

umber -- SELECT SCHEME TYPE -~ v GET DETAILS

Aadhaar No.*

e 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

NAVASAKAM GRIEVANCE APPLICATION

Note: Please enter aadhar number and select scheme to get the application status.
Aadhaar No.*

OO0 VSR Cheyutha v PR

Sehema Type"

Application Status Eligibility Calculator
e . [———— m Scheme Eligibility Calculator Validation Status
[ i Name Fothins Saiumar A
. e Ed 4500 vears Unsatsfien
_ Gender WALE FEMALE Unsatisied
SENDER
Income Tax MO s} Satisfed
REFERENGE D
Gousmment Empioyes no no Sarisfea
‘SCHEVE NAME
Dy Land [ Less than or equalto 10 Aores Satisfed
APPLICATION STATUS
WetLang o Less than ar aqualto 3 Acres Sarisfea
Enegry [ Less than ar equal to 300 Urits {8 Morths Auersge) Sarisfed
Transport MO s} Satisfed
Urtan Propery o Less than ar squalta 1000 50 of bultap 723 Sarisfiea
Family Details
I T e e e e e e e e e e
FoinaPaimala  FEMALE 01011878 9912433716 KRISHNA VIAYAWADARURAL  GOLLAPUDS
Fothina Silakshmi  FEMALE  24.06.1800 0012433715 KRISHNA VIAYAWADARURAL  GOLLAFUDIA
Fothina SiniasaRao MALE 27021873 0012433716 KRISHNA VIAYAWADARURAL GOLLAFUDI4
Fothina Harini FEMALE 21002003 oa7ats4208 KRISHNA VIAYAWADARURAL GOLLAFUDIA
PothinaSskumar  MALE 30011804 9012433716 KRISHNA VIAYAWADARURAL GOLLAPUDIS
Grizvance Type" Beneficary Satisfied' O'Yes Oflo
~ SELECT GRIEVANCE TYFE v

‘SUBMIT GRIEVANCE

e Based on the ineligibility reason / criteria shown in the screen
above, the DA / WEDS 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 / WEDS shall submit the grievance.

e 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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e In case the citizen is not satisfied with the nature of grievance,
the DA / WEDS 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.

e The DA / WEDS 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.

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

e The DA / WEDS shall identify the service request to be raised based on the
nature of the grievance and click on the service to raise a request

@ TR - W DYTOADEL pstens s ogme )

T s 0@, woghSh peo “

NAVASAKAM GRIEVANCE SERVICE REQUEST APPLICATION

Note: Please select the service request related to the Navasakam Grievance.

Energy

> Energy (4)

IT&EC

> IT&EC(1)

Revenue

> Revenue (4)

Transport

> Transport (8)

GSWS A

e The DA/WEDS shall mandatorily enter the grievance ID already generated
and printed on acknowledgement receipt given to the citizen, along with their
name, Aadhaar and mobile number and take further actions as per the
screens to follow
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Mobile verification (APCPOCL - LT - Title Transfer)

Enter Beneficiary Name”

Enter Beneficiary Mobile Number®

Enter Beneficiary Aadhaar Number*

e In case of WEA/WWDS login, he/she 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.

4.3.3 Types of Grievances and their Work flows

Based on the scheme eligibility parameters listed above, the eligibility of an
applicant shall be evaluated and accordingly the type of grievance shall be
categorized as mentioned below:

4.3.3.1 Department Related Grievances

All grievances pertaining to a department specific service shall be
taken for consideration under this category.

Request can be raised for the services mentioned as below:

[. Land Records
Mobile number and pattadhar Aadhar number seeding:

When a Citizen is found to be ineligible due to the system incorrectly
reflecting land records mapped to his/her Aadhar like in the following
cases:

a. Buyer has land within limits yet system shows no land is
present

b. System is showing more land than what beneficiary possess.
Some other land also tagged with his/her Aadhar

c. Beneficiary sold land and even after the buyer did mutation,
system shows it in beneficiary name

In the above cases,

18



o s

. The DA/WEDS should first raise a grievance in “Navasakam

Beneficiary Management “against the Land as the Grievance Type and
submit the Grievance. A grievance ID will be generated.

After raising a grievance, DA/WEDS should apply for the Service
“Mobile number and pattadhar Aadhar number seeding” against
that grievance ID under “Create Grievance Service Request” with the
relevant documents. This service is directly available in the NBM
portal.

*It is necessary to a Service Request along with raising a Grievance for
the Data to be updated and to be eligible for the Scheme

Once DA/WEDS fills the application form and applies for the service, it
is forwarded to the VRO’s Webland Login and then to the Tahsildar
Webland Login.

Tahsildar approves/rejects based on the recommendations from VRO
Once the Service Request is closed, then the status of the grievance
will be updated and the database will be updated

Mutation and title deed cum pattadhar passbook:

When a Citizen is found to be ineligible due to the system incorrectly
reflecting land records mapped to his/her Aadhar like in the following
cases:

a. Beneficiary has already sold the land to another person and still
not updated in the database

In the above case,

1. The DA/WEDS should first raise a grievance in “Navasakam
Beneficiary Management “against the Land as the Grievance Type
and submit the Grievance. A grievance ID will be generated.

2. After raising a grievance, DA/WEDS should apply for the Service
“Mutation and title deed cum pattadhar passbook” against that
grievance ID under “Create Grievance Service Request” with the
relevant documents. This service is directly available in the NBM
portal.

*It is necessary to a Service Request along with raising a Grievance
for the Data to be updated and to be eligible for the Scheme

3. Once DA/WEDS fills the application form and applies for the
service, it is forwarded to the VRO’s Webland Login, then to the RI
and then to Deputy Tahsildar (DT).

4. From DT, the application will be forwarded to the Tahsildar who
approves/rejects based on the recommendations

5. Once the Service Request is closed, then the status of the
grievance will be updated and the database will be updated
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3. Rectifications of entries in record of rights:

When a Citizen is found to be ineligible due to the system
incorrectly reflecting land records mapped to his/her Aadhar like in
the following cases:

a. System wrongly showing wet land and dry land differentiation
b. System is showing more land than what beneficiary possess i.e,
in actual there is no such land as per the web land records

In the above cases,

1. The DA/WEDS should first raise a grievance in “Navasakam
Beneficiary Management “against the Land as the Grievance Type
and submit the Grievance. A grievance ID will be generated.

2. After raising a grievance, DA/WEDS should apply for the Service
“‘Rectifications of entries in record of rights” against that
grievance ID under “Create Grievance Service Request” with the
relevant documents. This service is directly available in the NBM
portal.

*It is necessary to a Service Request along with raising a Grievance
for the Data to be updated and to be eligible for the Scheme

3. Once DA fills the application form and applies for the service, it is
forwarded to the VRO’s Webland Login, then to the RI and then to
Deputy Tahsildar (DT).

4. From DT, the application will be forwarded to the Tahsildar who
approves/rejects based on the recommendations

5. Once the Service Request is closed, then the status of the
grievance will be updated and the database will be updated

II. Urban Property (MAUD)

When a Citizen is found to be ineligible due to the system incorrectly
reflecting Urban Property mapped to his/her Aadhar like in the
following cases:

a. Sold the property to another person
b. Never owned any property in urban area
c. Showing excess property than what is owned by the person

In the above cases,

1. The DA/WEDS should first raise a grievance in “Navasakam
Beneficiary Management “against the Urban Property as the Grievance
Type and submit the Grievance. A grievance ID will be generated.

2. MAUD services are not directly available in the NBM portal. Hence the
DA/WEDS shall ask the Citizen to visit the respective ULB Municipal
Office and apply for relevant service to get it corrected in the Database
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*It is necessary for the Citizen to apply for relevant service along with
raising a grievance ID

2. Once the Service Request is addressed by the MAUD Department,
database will be reflected with the updated details

III. Energy

1. Title Transfer: When a Citizen visits the Secretariat complaining
about the following, then DA/WEDS may raise a request under this
service.

a. Electric meter mapped to his/her Aadhar is being used by
the Tenants

b. He/she has sold the property and Electric meter should be
transferred to someone else

2. Aadhaar seeding and deseeding:

When a Citizen visits the Secretariat complaining about the
following, then DA/WEDS may raise a request under this service

a. Beneficiary possess no electric meter yet system has
electric meter tagged to him/her.
b. Beneficiary Aadhar no. mapped to different meter

3. Name correction: When a Citizen visits the Secretariat complaining
that the Name displayed in the system is incorrect for the Meter
mapped to his/her Aadhar, then DA/WEDS may raise a request under
this service.

4. Wrong Billing: When a Citizen visit the Secretariat complaining that
he/she has consumed less units than reflecting in system, then a
request for this Service shall be raised.

All the above service for Energy Department will have the same flow as
below:

1. The DA/WEDS should first raise a grievance in “Navasakam
Beneficiary Management “against the Energy as the Grievance
Type and submit the Grievance. A grievance ID will be generated.

2. After raising a grievance, DA/WEDS should apply for the Service
against that grievance ID with the relevant documents. This
service is directly available in the NBM portal wherein the
DA/WEDS shall select the District under Energy Department
services and all the services available for that particular District
will be displayed.
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*It is necessary to a Service Request along with raising a
Grievance for the Data to be updated

3. Once DA fills the application form and applies for the service, it is
forwarded to the AE Energy Department Login who verifies the
details and approves/rejects

4. Once the Service Request is closed, then the status of the
grievance will be updated and the database will be updated

IV. Transport

1. Registration - Transfer of ownership

When a Citizen is found to be ineligible due to the system incorrectly
reflecting Vehicle mapped to his/her Aadhar like in the following cases:

b. Beneficiary has sold vehicle yet reflecting in system
c. Beneficiary converted his/her vehicle as taxi yet reflecting in
system

In the above cases:

1. The DA/WEDS should first raise a grievance in “Navasakam Beneficiary
Management “against the Transport as the Grievance Type and submit the
Grievance. A grievance ID will be generated.

2. Transport services are directly available in the NBM portal. DA/WEDsS should
apply for the Service “Registration - Transfer of ownership” against that
grievance ID under “Create Grievance Service Request” with the relevant
documents.

*It is necessary to raise a Service Request along with raising a Grievance for the
Data to be updated

3. Once DAfills the application form and applies for the service, it is forwarded to
the RTO Department Login who verifies the details and approves/rejects

4. Once the Service Request is closed, then the status of the grievance will be
updated and the database will be updated

2. Slot Booking for Registration — Alteration of Vehicle

When a Citizen found to be ineligible due to the system incorrectly reflecting
Vehicle and Citizen wants to convert his/her vehicle to a Taxi, then

1. The DA/WEDS should first raise a grievance in “Navasakam Beneficiary
Management “against the Transport as the Grievance Type and submit the
Grievance. A grievance ID will be generated.
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2. This service is directly available in the NBM portal. DA/WEDS should apply for
the Service “Registration -Alteration of Vehicle” against that grievance ID
with the relevant documents.

*It is necessary to raise a Service Request along with raising a Grievance for the
Data to be updated

3. Once DA fills the application form and applies for the service, it is forwarded to
the RTO Department Login who verifies the details and approves/rejects

3. Once the Service Request is closed, then the status of the grievance will be
updated and the database will be updated

3. Registration — Vehicle stoppage revocation

When a Citizen found to be ineligible due to the Vehicle and Citizen’s vehicle
got condensed but system is incorrectly reflecting the Vehicle on his/her Aadhar, then

1. The DA/WEDS should first raise a grievance in “Navasakam Beneficiary
Management “against the Transport as the Grievance Type and submit the
Grievance. A grievance ID will be generated.

2. This service is directly available in the NBM portal. DA/WEDS should apply for
the Service “Registration — Vehicle stoppage revocation” against that
grievance ID with the relevant documents.

*It is necessary to raise a Service Request along with raising a Grievance for the
Data to be updated

3. Once DA fills the application form and applies for the service, it is forwarded to
the RTO Department Login who verifies the details and approves/rejects

4. Once the Service Request is closed, then the status of the grievance will be
updated and the database will be updated

[. Caste
Integrated Caste certificate:

When a Citizen was found to be ineligible due to Caste and is
not satisfied with the Caste reflected in the System, then

4. The DA/WEDS should first raise a grievance in “Navasakam
Beneficiary Management “against the Caste as the Grievance
Type and submit the Grievance. A grievance ID will be
generated.

S. After raising a grievance, DA/WEDS should apply for the Service
“Integrated Caste Certificate” against that grievance ID under
“Create Grievance Service Request” with the relevant
documents. This service is directly available in the NBM
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6. Once DA fills the application form and applies for the service, it
is forwarded to the VRO, then to the RI, then to the Tahsildar
who is the final approving authority except in case of notified
and de notified tribes where the application will further be
forwarded to RDO who is the final approving authority.

7. RDO/ Tahsildar approves/rejects based on the
recommendations from Tahsildar and RI

8. Once the Service Request is closed, the status of the grievance
will be updated

4.3.3.2 Aadhaar Related Grievances

All grievances pertaining to Aadhaar based modification / update

shall be taken for consideration under this category.

i. Age
ii. Gender

If a Citizen was found to be ineligible due to Age/Gender data discrepancies,

1.

2.

3.

The DA / WEDS shall raise a Grievance Request and generate a
Grievance ID for the applicant.

The DA / WEDS shall request the applicant to apply for necessary
changes at the Aadhaar service center.

The applicant shall raise a request for change / modification at the
Aadhaar service center and once the changes are confirmed by UIDAI
(Aadhaar) the applicant shall give their eKYC either at the secretariat or
to the volunteer to get the details updated at GSWS against the
grievance.

4.3.3.3 Income Related Grievances

All grievances pertaining to Income based modification / update shall

be taken for consideration under this category.

L.

Income Tax

. If a Citizen was found to be ineligible due to system incorrectly reflecting

as paying Income Tax, he/she may visit the Secretariat to raise a
grievance.

. The DA / WEDS shall raise a Grievance Request and generate a

Grievance ID for the applicant.

. The service request will be sent to the WEA / WWDS, who shall do an

initial verification before forwarding the application to VRO.
The VRO shall do a physical verification and send recommendation to
the concerned MRO.

. The MRO shall do a verification based on the recommendation given by

VRO.
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II.

II1.

. The RDO shall confirm / reject the Income Tax status of the applicant

and recommends to the JOINT COLLECTOR.

. The JOINT COLLECTOR shall verify the RDOs’ recommendation and

approves the same. The service request once addressed by the JOINT
COLLECTOR shall be closed. In case of any changes, GSWS Database
will be updated.

Government Employee / Government Pensioner

. If a Citizen was found to be ineligible due to system incorrectly reflecting

as a Government Employee, he/she may visit the Secretariat to raise a
grievance.

. The DA / WEDS shall raise a Grievance Request and generate a

Grievance ID for the applicant.

. The service request will be sent to the WEA / WWDS, who shall do an

initial verification before forwarding the application to VRO. The VRO
shall do a physical verification and send recommendation to the
concerned MRO.

. The MRO shall do a verification based on the recommendation given by

VRO.

. The RDO shall confirm / reject the Government Employee status of the

applicant and recommends to the JOINT COLLECTOR.

. JOINT COLLECTOR shall verify the recommendation made by RDO and

request APCFSS to verify the applicant’s status.

The service request once addressed by the APCFSS shall be closed. In
case of any changes, GSWS Database will be updated.
GSTN

. If a Citizen was found to be ineligible due to system incorrectly reflecting

GST payee, he/she may visit the Secretariat to raise a grievance.

. The DA /WEDS shall also request the applicant to raise a request at the

central GST portal (if the applicant has not changed the details in the
central GST portal).

. The DA / WEDS shall raise a request against the reason for rejection.

The service request will be sent to the WEA / WWDS, who shall do an
initial verification before forwarding the application to MPDO.

. MPDO shall verify the application forwarded by WEA / WWDS and

forward with recommendation to JOINT COLLECTOR.

. JOINT COLLECTOR shall verify the recommendation made by MPDO

and request DC (Commercial Tax) to verify the applicant’s status. DC
(Commercial Tax) shall verify the application in the internal portal of
GST and shall confirm the same.

. JOINT COLLECTOR shall approve the recommendation made by DC

(Commercial Tax). The recommendations are further sent to CFMS from
GVWV&VSWS Department where the applicant details are updated as
per recommendation of the JOINT COLLECTOR
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4.3.3.4 Payment Related Grievances

All grievances pertaining to payment failure shall be taken for
consideration under this category.

After a Scheme has been launched, a citizen under eligible beneficiary list but
did not receive Payment may visit the village / ward secretariat and raise a
request for grievance. The DA / WEDS shall verify the Payment status in the
link provided and find out the reason(s) for not receiving the Payment. If it is
due to the NPCI Inactive/dormant status of the Bank Account of the
Beneficiary, then the same should be informed to the Citizen to update the
Bank details. If it is because of any other reasons, the grievance shall be
recorded with the Head Office and Payment will be released as per the
guidelines from the Government.

4.3.3.5 Ineligible in Field Verification

All grievances pertaining to beneficiaries who became ineligible during
Field verification by the officers shall be taken for consideration under this
category.
A citizen under ineligible beneficiary list found ineligible due to field
verification, may visit the village / ward secretariat and raise a request for
grievance to the DA / WEDS. The service request will be forwarded to the
JOINT COLLECTOR. JC may approve or reject based on verification. If the
Service request is rejected, Citizen will not receive any benefits. If the Service
request is approved, Citizen will receive benefits during Bi-annual sanctions.

4.3.3.6 Amma Vodi Scheme specific Grievances:

The possible scheme specific grievances for Amma Vodi will be

Children / Mother does not have Rice Card
Children / Mother / Guardian having same UID
Invalid Child / Mother / Guarding Aadhaar Number
Rejected due to insufficient attendance
Student already availed JVD
e Student details not found
For all above type of issues the DA/WEDS has to login in NBM and have to select
the type of grievance, the Aadhaar no of Student / Mother / Guardian, Rice card
no, school ID should be filled and has to submit the grievance.
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—SELECT GRIEVANCE TYPE —
Age

Caste
Children /Mother were not having Rice card
Children /Mother were not in same Household
Children /Mother were not in same Rice card
Children /Mother/Guardian having same UID
Children/Mother/Guardian not in Household
Electricity

Four Wheeler

GsT

Gender

Government Employee

Income Tax

Invalid Child/Mother/ Guardian Aadhaar
Land

Rejected due to insufficient Attendance
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Student/Mother/Guardian wrongly mapped in Household

Urban Property
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Mother Aadhar Number*
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Child Aadhar Number*
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SUBMIT GRIEVANCE
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Beneficiary Mobile No.*

Please Enter Mobile number

Child ID(As per school Record)*

Please Enter Child's ID
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4.4 Annexures
4.4.1 Updated Workflow for Grievance Redressal

#

Departmen
t Name

Energy

Energy

Energy

Energy

Energy

Energy

Service Name

APCPDCL - LT -
Title Transfer

APCPDCL - Meter
Testing

APCPDCL - Name
Correction

APCPDCL - Wrong
Billing

APEPDCL - Meter
Running
Fast/Creeping

APEPDCL - Name
Change

Category

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva
/ MeeSeva

SLA
(Days)

15

Description Service

This Service is used for
citizen who wants to
transfer the meter from
father (only if expired) to
son

This Service is wused to
know the Meter Working
Status

This Service is used for
citizen who wants to
change his name or make
corrections to it

This Service is wused to

complain related to billing
which was wrongly
generated.

This Service is used to
complain related to meter
running fast

This Service is used for
citizen who wants to
change his name

Documents required

oo op

o op

o op

op o P

o p

Signed Application,
Property Documents,
ID Proof,

Current Bill

Signed Application,
ID Proof,
Current Bill

Signed Application,
Property Documents,
ID Proof,

Current Bill,

Signed Application,
ID Proof,
Current Bill

Signed Application,
ID Proof,
Current Bill,

Signed Application,
ID Proof,
Current Bill,
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10.

11.

Departmen
t Name

Energy

Energy

Energy

Energy

Energy

Service Name

APEPDCL -
Shifting of Service
Different Premises

APEPDCL -
Application for
Consumer
Complaints-Wrong
Billing

APSPDCL -
Category Change

APSPDCL - Meter
Testing

APSPDCL - Name
Correction

Category

Non-MeeSeva

MeeSeva

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

SLA
(Days)

Description Service

This Service is used for
citizen who wants to shift
electrical line which is
premises of house to other
premises

This Service is consisting
of 3 types of complaints:

1. Billing Related
Complaints

2. Meter Related
Complaints

3. Other Customer
Services

This Service is used for
citizen who wants to
change meter category

from 2 to 1.

This Service is used to
know the Meter Working
Status

This Service is used for
citizen who wants to
change/ correction of his
name

Documents required

d.

o p

oo op

oo

o op

o op

Address Proof

Signed Application,
ID Proof,
Current Bill,

Signed Application,
ID Proof,

Current Bill,
Request Letter

Signed Application,
ID Proof,
Current Bill.

Signed Application,
ID Proof,
Current Bill.

Signed Application,
ID Proof,

Current Bill,
Address Proof
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12.

13.

14.

15.

16.

Departmen
t Name

Energy

Energy

MAUD

Revenue

Revenue

Service Name

APSPDCL - Wrong
Billing

APSPDCL -
Shifting of Service

Property Tax -
Transfer of Title

Mutation and Title

Deed Cum
Pattadars

Passbook
Integrated Caste
Certificate

Category

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

MeeSeva

MeeSeva

SLA
(Days)

15

15

30

15

Description Service

This Service is used to
complain related to billing
which was wrongly
generated.

This Service is used for
citizen who wants to shift
his meter to other
premises

If there are transfer of
ownership of the title, then
this service is used

Mutation means change of
title from one person to
another person in case of

Purchase, Will, Gift and
Partition.
Agriculture Lands

mutation will be applied

If the Caste / Sub-caste of
a Citizen is wrongly
mapped because of which
they are not able to avail

Documents required

poop

oo o

oo

Signed Application,
ID Proof,

Current Bill,
Request Letter

Signed Application,
ID Proof,

Current Bill,
Request Letter,
Address Proof

Application form
Registered Documents

Aadhar card/Other id and

Address Proofs

Passport photograph of the

applicant

Pattadar Passbook / ROR

1B copy / Adangal copies
Signature of the applicant

MeeSeva Application Form

Caste Certificate issued to

the family members
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17.

18.

19.

20.

Departmen

t Name

Revenue

Revenue

Transport

Transport

Service Name

Pattadars Mobile
No Seeding in Land
Records

Rectifications of

Entries in Record
of Rights
Licence Aadhar
Seeding

Registration -Issue
of NOC

SLA

Category (Days)
MeeSeva 3
MeeSeva 30

Non-MeeSeva 3

Non-MeeSeva 3

Description Service

benefits of a particular
scheme, then this service
may be used to update the
caste of the citizen

For clerical level
corrections in lands
records, this service must
be used.

Yes. Aadhar integration is
required for any
transaction.

If NOC is issued for any
vehicle, then that
particular vehicle will no
longer exist in Andhra

Documents required

C.

oo

SSC marks memo or DOB
extract or Transfer
certificate

1 TO 10th study certificates
or DOB certificates issued
by Municipality/Gram
Panchayat

Ration Card/EPIC Card
/AADHAR CARD

f. Schedule I to IV

Application form

Aadhar card/Other id and
Address Proofs

Pattadar Passbook / ROR
1B copy / Adangal copies

Driving license copy
Aadhar card copy

NOC copy of the vehicle
RC copy of the vehicle
Aadhar card copy
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21.

22.

23.

24.

Departmen
t Name

Transport

Transport

Transport

Transport

Service Name

Registration-Chang
e of Address

Registration-Transf
er of ownership

Registration
Aadhaar Seeding

Registration-Hire
Purchase
Termination

Category

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

Non-MeeSeva

SLA
(Days)

Description Service

Pradesh rolls. So, this
vehicle cannot be
considered as owned by
the applicant.

Though change of address
done for the vehicle,
vehicle stand registered in
the name of the applicant.
It shall be treated as the
applicant is the owner of
the vehicle.

If Transfer of ownership is
done, then vehicle will be
transferred from existing
owner to a new owner. So,
the vehicle should be
removed from old owner
Aadhar and mapped to
new owner Aadhaar in
RTGS.

Yes. Aadhar integration is
required for any
transaction

Documents required

a. RC copy of the vehicle
b. Aadhar card copy

a. RC copy of the vehicle
b. Aadhar card copy

a. RC copy of the vehicle
b. Aadhar card copy
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25.

26.

Departmen
t Name

Transport

Transport

Service Name Category

Registration
-Reassignment of Non-MeeSeva
Vehicle

Registration-vehicl
e stoppage Non-MeeSeva
Revocation

SLA
(Days)

11

Description Service

In case of Reassignment,
ownership will not change.
But if Non-transport
vehicle (4 -wheeler) is
reassigned as transport
vehicle (Taxi), then he will
get eligibilities to get
benefit.

Documents required

a. RC copy of the vehicle
b. Aadhar card copy
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Consent : |, the holder of Aadhaar
Number, hereby give my consent
to [SERP) under ITERC, Government
of Andhra Pradesh to obtain my
Aadhaar Number and Biometric for
Authencating with UIDAL AUA/KUA
has Informed that my blometrics
will not be stored/shared and will
be submittted to CIDR only for
the purpose of Authentication in
BeneficiaryOutreach.
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f) oo wé (Search By Aadhaar) &° Student Aadhaar Number & Mother
Aadhaar Number , Student Id  dotx5 &2 Get Details ocs 8§ S o< Student
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Beneficiary Status Hrow.
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Students Details [ Mother Ekyc ]
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StudentName : A.PARVATHI

Student Id : 1509083120

Student

Aadhaar i EREERaRtgg5).

Number

School Id 28194202227

Class 8

Mother Name  :  APARVATHI @ Data Saved Sucessfully.
Scheme Name  :  Amma Vodi
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0O Consent : |, the holder of Aadhaar
Number, hereby give my consent to
(GSWS Department) under ITE&C,
Government of Andhra Pradesh to
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= (@] <
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Scheol id 26194501524

Class 0
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