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1. INTRODUCTION

Grievance Redress System is the Centralized Web Based System where users can lodge
Grievances to different offices of Department of Roads with the help of Internet. Not only lodge
the Grievance, the Users can also view the status of their Grievances with the help of Reference
Number and can also send reminder or clarification of the grievance. Some of the basic features

of this system are:

1. Responsive Layout- You can also use this system on your mobile as it is compatible with

mobile browser or any other smart devices like ipad, think pad etc.
2. Support Dual language — This system is available both in English and Nepali Language
3. Support Multiple File Uploading- This system supports multiple file uploads.

4. Email & SMS Notifications- The system will send the notification on user Email and SMS if

the email or mobile number is provided.

5. Easy to Use- The system is designed in a very simple way reducing the tedious work for user.
Use of short form, maximum use of select and check option, passed message on tool tips over

every links and fields to give the information in more clear way etc.



GRIEVANCE REDRESS SYSTEM - User Manual For Public User - 2023

2. HOME PAGE

This is the landing page of the system which you will see first when browsing

https://www.grms.dor.gov.np

- Pl Dt - Ak, et
@ Government of Nepal
Ministry of l;h:rkmﬁrh;r’m‘mlmpm

Grievance Redress Management System
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In the home page, you can see banner image and introduction section. Also, you can browse
different pages navigation link at the top like HOME, POLICY DOCUMENT, FAQ, and
CONTACT whereas at the right bottom corner you will see different external links under
»USEFUL LINKS?” section.
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You will also be able to download or view user manual by clicking the image at right bottom
corner as ,USER’S MANUAL’.

Since the system is available in dual language both in English & Nepali, You will also be able to
switch from ,,select language’ link at the right top below the national flag as per your language
comfort. Unicode is supported in Nepali language therefore we recommend you not to use any

other Nepali font.

3. LODGE GRIEVANCE

At the top of home page or any other pages, right below the header bar, you can see FOR
PUBLIC USE — LODGE GRIEVANCE & VIEW GRIEVANCE BUTTON. To lodge the
grievance, you need to click lodge grievance button and once it is clicked, you will see the form

with title ,,Lodge Your Grievance Here’.

Vone  PolicyDouameat  Mipacts  RADS  ConstUs A @ @- ;- L,{',‘.,"‘p“ ‘ifickd e ).
; Government of Nepal
Ministry of Physical infrastructure & Transport :
DEPARTMENT OF ROAD

Grievance Redress Management System

£ Lodge Your Crievance Here
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To complete the grievance lodging process, you need to follow the three different steps as

described below:
|. Grievance Details
2. Receiving Office Details

3. Your Personal Details
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3.1 STEPS FOR GRIEVANCE DETAILS

*  You need to select a Grievance category from the drop down list which is mandatory.

*  You need to write about your Grievance on Grievance Details.

¢ If there is any relevant document you can attach the file by clicking Browse and you can
send as many file as you have simply by clicking add more button. You can also remove
the uploaded file by clicking remove this option.

*  You can also set password for your grievance by clicking ,,Yes" in the radio button of
»Do You want password for your Grievance?" field and set password by entering it
and confirming it. This password is required only if you want to keep your grievance
status/ result highly confidential by preventing other user from accessing it. Although,
your grievance reference number provided by the system is random number and it“s hard
to guess but also if you set password for your grievance, it will add high security on your
grievance.

@ Lodge Your Grievence Here

1 G tatal Select griewsnce categony” ~Sedect Ong -

Grlewinica Detady
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Your email is required if you would like to set the password for your grievance because without

your email address, you will be unable to retrieve your password in lost or forgotten case. Once
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you fill up all the mandatory field you can click next button to go to step2 of the lodge grievance

form.

3.2 STEPS FOR RECEIVING OFFICE DETAIL

0 Lodae Your Grievance Here !

| 5 Uiaky Gelech offe calegory | .n.naﬂ'un -
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Elack n Cancel

In step 2, you need to fill up the receiving office Details

® Select office category from the drop down list, if you have idea to which office category
does your grievance pertains to. If you have no idea you can select no idea as well. This
field is not mandatory.

After that you need to select office name from the dropdown list. This list depends upon
the Office category that you have select. For e.g. if you have selected regional office on
office category then the list of regional directorate office will only be shown in the list of

office name. This field is also optional.

To continue the grievance lodging process, you can click next button for Step3 or if you
want to go back to Step! you can click back button.
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3.3 STEPS FOR PERSONAL DETAILS

¢ In this section you can supply your personal details but if you don“t want to disclose your
details. You can simply click on “NO” on “Do you want to supply your personal
details?” and then you can click on submit button after checking the check box “I hereby
confirm that the above supplied information is correct”.

e By submitting this, your Grievance will be lodged and registered to the system and will
be received by respective office. This type of Grievance will be submitted as anonymous

Grievance.

© Lodge Your Grievange Here
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If want to disclose your information you can click on “Yes” radio button and below

information field will be shown. After providing your details you can submit your Grievance.

0 Lodpe Yolr Grievanes Here
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4. CONFIRMATION MESSAGE

Once you submit the grievance, you can see the confirmation message on the screen as shown
below in figure. Also, this reference number will be sent to your email and SMS if you have

provided your email address and mobile number.

You need to remember the reference number (Number shown in green) and the password if you
have set for further updates on registered Grievance to check the status. You can print this

confirmation message by clicking print button and keep the print out safely.

Wi oy Dot Bupesds  FiOm  ContasetUs giEll m- O B-

4 Liogin (Fir olfictal e andy)

@ Government of Nepal

¥ of Phy &
DEPARTMENT OF ROAD

Grievance Redress Management System

Thank you for lodging your grievance.
Your Gricyanoe Registration no, s 07-2023-JQQOYUK on 20730730

5. VIEW STATUS

You can see the status of registered Grievance by supplying a Grievance reference number and
password if set.
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+ Track your Grievance status by filling up the form below

Registration no. "

Passwond :

[l il o Toriay
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The result of your grievance status will be shown as below:

I Grievance Status

acgisistion s 07:2023- MLXGET
Hame of the loedger [
Becentd by Head ofhe

L | W0

Wt have Recenend Your prevance and will 5000 Laie sction uver it

Lodge Reninder | Clarification

IR M T St o Sandf A sl muticns G oo priwintid |

6. LODGE REMINDER/CLARIFICATION

After viewing the status of your Grievance and if you want to send reminder or more
clarification on your grievance, you can send reminder/clarification of by clicking the ‘Lodge
Reminder/Clarification’ button on view status page. To send Reminder clarification you need

to fill up the form as shown below.

At first you have to supply your registration number and password (if you have) as shown below.

bovuEml el

¥ Lodge Reminder / Clarification

W Uontns Barsrder (v A Aot ek b e s famat-alpl
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After providing a registration number and password, you can choose either you want to send a

reminder or clarification. If you want to send reminder, check on “Lodge Reminder” option or

if you want to send clarification check clarification button and add clarification message along

with supporting files if you have.

ls=-tanteit i3

" Lodge Reminder / Clarification

Al Beevioides (Your renmnadet sl By goot satoosadaely) g Chaifaion (W o iz (0 svaicke St sl rmation 1o sout g ievendal

Enoate Pl | 1t e

AL T

After submitting a reminder/ clarification you will get the confirmation message as below,

W Char i it 1o R snicemr ity send

 Slgnout

12
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You can“t send reminder or clarification on same Grievance within seven days of first reminder
or clarification. The ,,Lodge Reminder/Clarification® button will be invisible and the following

message will be highlighted.

I Grievance Status

Fegrtration o 07-202319VPUZ
Kario o s Toligar AR
Heawbred by Mawnd enapce Sranch
Resrhved on XFLDID
Larent Sntis W v AeCebed Poul B evende aned delll 19001 taa acteon o it

1 Your Reminder/Clarification History
Type Registration Date

Clanfcation HRI0R0

Infor mation!

il pepenclerithanifoet on dite win 2000000, Pheate wal 188 20000711 fir loslping another remindes Clarfiration

7. CHANGE AND FORGET PASSWORD

If you want to change a password of your registered Grievance or if you forgot a password, you
can go to ,.forgotten your password’ link at For Public Use section. To retrieve your password,
you need to enter your registration number of Grievance and submit the form. The system will

send you the link in your email, click the link provided and you will get the option to set new

password.

13
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To change the password of your grievance, you can click the ,,Change Password’ link under
FOR PUBLIC USE section and fill up the form by supplying your grievance reference number,

old password and setting up new password by confirming new password by entering twice.

Grievance Redress Management System

o reiiend foe e awioed champie bk Do oo ity recmrsed Plrass LHACK your fepistatrel arinil adet vad for fun ther proceasi g’

# 2ack coHome  BSign Out

v Change Your Grievance Password
Referance no *

Current Password

Mew Password

Confirm Password

O

Submit Cancel



