NDMC 311

End to End
Civic Grievence

Rederssal system




‘ . New Delhi Municipal Council

e e e

The Imperial Delhi Committee
constituted on 25t March, 1913

After commencement of the NDMC Act
1994, the Committee renamed as New
Delhi Municipal Council

Area: 42.7 sq.km

Resident Population: 2.5 Lakhs
Floating Population: 15-20 Lakhs/ day
48% green cover against Delhi’s 21 %

Cleanest & greenest part of the capital




| What is |

311¢

Why

. was
required?

What is 3117?

Open Protocol for non-emergency service
response used world wide

Why NDMC 311 was required?

e Redressal of civic grievances
 Information dissemination
e Permanent solution to recurring problem

Smart Vision for Smart

Governance
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NDMC 311 Mobile app

Launched in March, 2016 on Android
and I0S platform

Stats of App

+ Total Downloads: 28k+
Rating on Google Play Store: 4.1 Star
(Rated by 235 Users)
¢ Complaints stats:
> o Complaints Registered - 20K
> o Complaints Resolved - 99%
* Total Field Inspection Done: 87680
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How Does NDMC-311 App Work?
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NDMC Officer’s App

S[ﬁﬂﬁﬁ”‘f‘aq 1 Slﬁﬂﬁﬁ”‘f‘aq 1
Field Inspections >

Zonal Officer Module >
GPS Attendance > _

Hawkers Inspection >
Road Checking >

M-Challan >
Project Tracking >

Toilet Inspection Report >
Complaint Redressal (Workflow) > -

Send Notification 3
Zonal Officer Module >

MNotifications @ p
Hawkers Inspection >

Feedback >

& 2016 EverythingCivic.com & 2016 EverythingCivic.com
Smartcity-311 Ver 4.7.11 Smartcity-311 Ver 4.7.11




Complaint Redressal- Workflow

Gl 41% B 11:21

<{ Back Workflow

Issue Status
Un-Assigned >
Assigned >
Closed >

My Stuff
Issues Assign to me >
Issues that | have closed >
Issues Assigned by me >
Bookmarks >
Vacation Mode >

i) )

U

%l 4% B 11:22

G il 41% [

< Assigned =

Workflow Detail Reports
(All)

\}

Total
263
New (Action Not Taken) (Viewed) 116 >
New (Action Not Taken) (Not Viewed) 52m )
Re-Open 9= >
Acknowledged 4= >
Work in Progress 78

-5 {r

0

1. Complaint #: 2016043590

¢ Work in Progress Y= Q

NORMAL

Electricity Department - Street Light
Not Working
Assigned: SusheelKumar
Status: Work in Progress
Tag: Action Not Taken
26-Apr-2016 08:28 am

Complaint #: 2016043542
Horticulture Department - Pruning
of Trees

Assigned: RajeshKumar

4 Status: Work in Progress

Tag: Action Not Taken

25-Apr-2016 11:23 am

3. Complaint #: 2016043502
Water Maintenance Department -
Meter Faulty,Excess Billing
Assigned: IrfanDanish
Status: Work in Progress
Tag: Action Not Taken
24 02:22 pm

Co #: 2016043471
Health (Sanitary) Department -
Garbage Dumps




Complaint Redressal- Workflow

G il 41% B 11:28

0 Sl 1% @ 11:29

0 ol 41% B 11:27

® No Action Required / Filed
[« Work in Progress

& Duplicate

{ On Hold

& Print Work Orders

«f Map

& Change Priority

& Issue Detail |

Comments

NDMC-311 25-Apr-2016 11:23 am
Your complain has been registered.

Complain # - 2016043542

Your complain will be assigned to an officer.

Thank you,

Team NDMC-311.

Rajesh Kumar 25-Apr-2016 02:13 pm
Work in Progress

Send Comment

Location

Channel Info: Mobile App
Zone: NDMC Ward: Circle No:13
N.P.CO ED SR.SEC SCHOOL ANSARI NAGAR NEW DELH

. l-
Butterflies GPS System India
L] [

Sri Aurobi

& lIssue Detail I

Chander Mohan Sharma

Complaint #: 2016043542

Horticulture Department - Pruning of

{ Trees 5
Assigned: RajeshKumar

Status: Work in Progress

Tag: Action Not Taken

25-Apr-2016 11:23 am

Description

Big Tree damaging school building. Immediate purning
required.

Escalation
Respond Expired: 28-Apr-2016 11:23 pm 0
Resolved Expired: 02-May-2016 11:23 am 0

Viewed By (2)

Tulsee Das Meena 25-Apr-2016 01:47 pm

Rajesh Kumar 26-Apr-2016 08:59 am




Complaint Redressal- Workflow

{ Back View Form

Page |
1D #571db0f4d 15d0cE623000020

Issue

Summary. Reported By: Chander Mohan Sharma
Horticulture Department - Pruning of Trees i S adalE1145

Zone: NDMC

Ward: Circle No:13

Map

- e
: Vg dta »
Description Address:
” .

Big Tree damaging school bulding Immediate N P.CO ED SR SEC SCHOOL ANSARI NAGAR
purning required JEW DELHI

Latitude:

28563867

Longitude:

772055744
Comments:

Created By: Rajesh Kumar
Created Onc 25042016 1413
Content:  Work in Progress

| 41% @ 11:38

Page Page 1

ID: #571db0f4d15d0c66e3000020

Issue Report

E

Summary: _ Hortculure Department - Pruning o Tees | Areas

Assigned Rajesh Kumar {Section Officer Zone: NDMC

Tor Forikire) Ward: Crce No:13
Assigned At: 25042016 11:25 Y ol RS
Beported  ChanderMotan Shama SubWard: Ohsion 5B
Reported 25 aprl 2016 11:23 A

Field Image:

Go:gle ol e
Address:
N.P.COED SR SEC SCHOOL ANSARI NAGAR NEW DELHI
Description:
o Latitude:
Big Tree damaging school bullding. immediate puming 28.563867
required.
Longitude:
772055744
Comments:

Created By: Chander Mohan Sharma
Created On: 26-04-2016 17:02

Content:  Thank God new Life is Easy in NDMC Area Thank you team NDMC311

g’;“‘" NDMC-311

Created 3
04201611
250420161123
Your complain has been registered. Complain #

Content: - 2016043542 Your complam will be assigned
1o an officer. Thank you, Team NOMC-311

Powered By EverythingCivic.com

Created By: Chander Mohan Sharma
Created On: 26-04-2016 17:00

Content:  Thanks for prompt action, Thanks NDMC311 Team

Created By: Rajesh Kumar
Created On: 26-04-2016 12:08
Content:  Apropreate work has been done

Powered By EverythingCivic.com

7 "l 41% 8 11:42

NDMC 311

0

@ i e o



{ Bac

Complaint Redressal- Workflow

0l 41% 8 11:47
k Comments

NDMC-311

Your complain has been registered.
Complain # - 2016043247

Your complain will be assigned to an
officer.

20-Apr-2016 06:59 pm

Rakesh Patel
Assigned: This issue is registered as service

0l 41% 8 11:48

¢ Vacation Mode

Start Date
26-04-2016

End Date
26-04-2016

Leave Type

Sick Leave

Remarks

| am on leave today.

Enable Vacation Mode

% "l 41% [ 11:49

Welcome, Rakesh Patel

Smartcity-311
Officer App for NDMC-311

VACATION MODE @

Field Inspections

GPS Attendance

Project Tracking

Hawkers Inspection

Workflow

Task Assignment

© 2015 EverythingCivic.com
Smartcity-311 Ver 4.7.0

>
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Field Inspections
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Smartcity-311

Field Inspections OF gy 2
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Notifications

| weeco Airtel T 556 PM BRE 4
€ Back Notifications Edit
e Notification for Citizens Only Sschh survalishan 3817 - NOME Picasd

be no. ONE in North Region... determined to
o ke Mo, one in INDIA next year”

Dear Resident,

NOMC Is conducting summer camps at
different centers and registration are open.
For online registration visit hitp./

e Notifications for Officers Only iR

or register through NDMC 311 Mobile app.

@ Please circulate this message further as
maore students can get benefits of same.

Best Regards,

Secretary, NDMC

e Notifications for both citizens and
officers

Crises of Shutdown of water supply line for
nearly four days w.e.f, 29th April Morning
are resolved and now the water supply has
become normal from 4:30PM. Pumping
from water boosting stations has been
normalised from &00 PM, however after
effects of Shutdown may remain for some
time due to blockage of Air and air pockets
created in empty water supply lines, We




I\/I-Challans
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Task Assignment

¢ Back - nment € Add Task & Assigned to Me Y=

Staff Tasks Task Assignment Reports
Basic Details

5Staff Reports b Photos
My Stuff
Add Task 3

Task for civil department
Assigned by Me to Other b
Check site. And report progress

o

Assigned to Me

Pending 30 2
My Drafts ’
Work in Progress 0«2
My Bookmarks 3 Completed 122
| On Held 22
My Comments ? Task Location

i F. -
_ _




Impact!!!

Ensuring presence of supervisory staﬁp -
in the field

Helping in better supervision of Field
work

T e Tk
e 1

Efficient Complaint Redressal

Better Monitoring of entire chain of
work

Ensured two way communication

Helped in planning action plan, bud
allocation, preventive action

20652 87680
complaints inspection

Camaraderie and team spirit received reports

NDMC 311

e



98.5% complaint resolved

< Closed

Workflow Detail Reports
(All)

Resolved
No Action Required / Filed

Closed By Citizens

Y=

15394 = >

4904 = >

esseco Airtel T
< Back

5:51 PM

Assigned

Work Flow Detail Report
(Al

Total
353

New (Action Not Taken) (Viewed)
New (Action Not Taken) (Not Viewed)
Re-Open

Acknowledged

Work in Progress

On Hold

2804




Collection of Revenies

Improved efficiency

NDMC Swimming Pool Registration No. of Health Challans Issued and amount raised

2000 - 6500000 - .
o 21,00,00 i
2100000 — 1 '//‘—__ﬂ 6000000 |
1900000 - | | |
- ® 18,551,600 5500000
1700000 4 ' 5000000 -|
sy 4500000 |
1300000 < -
F00 g 4000000 4
141 nn - o
G £ 3500000 - i
900000 g —
= O -
700000 2 ?‘41‘0(‘.:0 - 3000000
- 2500000 -
500000 <
2000000 <
300000 4 | | o
_ e 204,000 1500000 ! .
100000 < [ ; . 2014-15 2015-16 2016-17
2014 2015 2016 2017

Reduced Expenditure

24"7 Control Room expenses (in Lakhs)
50
ol
40

30 4
25 4 L

20

2015-16 201617



ID: 258491 diadc adafiITcDO0D] 5H

Field Inspection Report

Category: R et o Bahdnder Sngh Saini Junior Enginesr
Eh:uxt?ﬂahmme Felabed - Street Light By: [Ebectric)
W LE N A B

Reported 08-12-2016 02:16 PM

Eome: MO

Wiard: Clincie No: 02

Map:

Q
W¥ecda
Hana Of Baroca Alkm
waih Breabers {0 =]
o @
palinngir il
FAmiirag Hofed
I-.--|1u--m
L it "_.I'nnﬂ
= Sk gl
Q9 o
oo gle s A T . e Y s

Address:
Description: i
Painting the road bght pillar a0 C P E_EE ':D:"i‘_l"l‘"l‘f:'“ "::‘.'-:;EE““ G, Connaught Place, Mew

Latitusde:

7863343933 . .

e Attention to minor
7T 21643325 . . .
details is possible

Created By: Chanchal Yadaw
Created On: 08-12-2016 04:39 PM
Content: wires are exposed

Created By: Bablinder Singh Saini
Created On: 08-12-2016 04:47 PM
Content: Madam these wire,s are covered by fixing fiber sheet very soon




D #5855 0EEIca4aE TaBB000 T4 T

Field Inspection Report

Category: Raported By:  Kuldeep Singh (unict Engineer [Ciil))
Buikding Maintenasnce - Cleaning of MOMC Mariket

Reported On: 09-02-20F7T 11:47 AM
Torm: WD
Circle Mo 10

sheanrems g) '

¥ sttt Face
Cormmesicial Civmples

ey TSy

Lo S E PR AR

D 5. rigitioe v
ch F Yol k Plmce Markpk i h } el BE, Chanakyapun, Mew Delhl, Deilnd 1120025, modis
- 28 585 E:.’l-l
.
Better

Longitude:
TTAR1ET6

communication
available with
officers

Kuldesp Singh

OS:02:2017T 11:51 AN

MNew machines procured for cleaning and sweeping of Yashwant Place Markat through tender by EM-
Drivision.

Created By: Chanchal Yadav
Created On: O3-02-2017 01:15 PM
Conbant: good what i5 the response from shop keepers there

Created By: Huldeep Sngh
Created On: 10-02-20L7 08:10 AM
Conberk: They are happy with the Inltiathe taken by NDMC for housekeeping.



D #5717 3T 4 sl aSiTh D000 T

Field Report

Surmmary Reaported Dhecampal Sherma (Santary g Eector
Publc (Sanmation-MHeasnh) Releted - Checking insanitany By (Pl bealthy )]
Conins

Deported  37-07-2016 09:16

Zone ! MNDMBC

Wtard: Cireie Mo- 04

Fap:

Deescription:
Gurduara Algung clesned in CHO 9
HManual Address:

Croatod On: 22-07-2016 09:21
Contont: trafiey needs mopaint

Googhe paiony =g S

Addrass:

Hﬂﬂll'll Ad. Block G Lodni Cokany, Rew Dedn, Deihi L1000,
[ L]

Lineitude

2R5BIS624

L g Ewpcd e

Creatad By: Dharampal Shama
Créeated On: 22-07-2016 11:51
Content: Wik progrash

Craated By: Dharampal Shama
Creatad On: 22-07-2016 15:16

Cantont: Guedveees Aligung troly CRO 9 point work dono.

Croated By: Charchal Yadaw
Created On: 220720106 1608
Contents el dagree

Prompt actions are
visible to full

hierarchy of
officers



I #5E1d45804cadsE3TIE0000s

Field Inspection Report

C.t.ﬁry: Reported Shakuniaia Srvestava (Chief Medical Officer
Spot Be Fwrd - Acbon To Be Taken By: (Head Quasrterhh

Beported  05-11-2016 08:22 AM

Tone: L 1w ]

Ward: Clhrche Mio: 10

190
m Haniona Aad Mugenm
Cheserpe: Fradma SHoapetal
Go gQle Ly w7 Gongle
Addreass:
Descripton:
mascois mobilised in identifted open defecation area of | | ::I:EI Rd. Biock F, Mot Bagh, New Deivl, Delhi 110020,

cluster to dsuade peoplke for doing Open defecation

Latude:
ZBESES436I5IF43I44

i Positive
TT.1TEETOLEDSLTTS .
reinforcement to
encourage officials

Created By: Chanchal Yadaw
Created On: 05-11-2016 05:26 AM
Content: wvary good so proud of you &

Shakuntala Srivastona

05-F1-2016 09:15 M

thanks Ma'am . 2 mascots shal be moving in market area & 3 mascots on midway treck in three cincles to

CoNent: Stop




Complaints

500

200

Enabling better Planning

Efeww Dol f - 3
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Heat Map:- Instances of Dengue in NDMC area in last three years have been analysed

123

57
12

March 2016 April 2016 May 2016 June 2016

Time Wise Report

Problem : Malaria Foging

Monthly Complaints Received

06

Total complaints: 16

404 460

98

July 2016 August 2016 Septembe; October 2016

Complaints Resolved

25

]

12

December 2016



Feedbacks

Hello,
Chandrima Shah has created a feedback:

We are amazed and impressed by the speed at which our complaints are being resolved via this App. Our thanks to the wonderful staff at Ndmec and the section officers
who mate this possible. Chandnma Shah, President, The Jor Bagh Association

theiorbaghassociation@gmail com

9810073635

Thanks,
Chandrima Shah

S —— oy
: } 3 EATES Mar 28, 2017 01
Subject : Re: Letter Of Appreciation ' SN
To : chairperson@ndme.gov.in, Ndmc
Sl .-_g sl [govin> From: "rajvir handa" <rajvirhanda@yahoo com=
Cc : secretary@ndmemail.gov.in, NDMC SECY To: chairperson@ndmc gov.in, "Ndmc” <chaimperson@ndmecmail gov.in=
<secretary@ndmc.gov.in> Cc: secretary@ndmcemail govin, "NDMC SECY" <secretary@ndmc govin>

Reply To ! rajvir handa <rajvirhanda@yahoo.com> Sent: Tuesday, March 28, 2017 1:35:30 PM

Subject: Re: Letter Of Appreciation

Subject: Letter Of Appreciation

Dear Sir,

It is refreshing for an Indian citizen like me to observe that NDMC has risen above the mediocrity that we have all got used to.
| have been using the NDMC 311 app on my phone whenever | have faced any civic problem.

The complaints have always been treated with utmost importance & rectified urgently.

| am proud of being a resident in NDMC area & applaud you for your professionalism.

Rajvir Handa,

32 Jor Bagh,

New Delhi - 110003
Tel No. 9811050776




Issue Report

¥ Water Mai e D -Meter Area:
© Fa E Bill
ulty Excess Biling Zone: NDMC
fosigned by pahuja (unior Engineer (Civi) Ward: Circle No: 05
Subzone: Water Supply - (Cvil-1)
Assigned 4 .43.016 14:09 ko)
At: SubWard: Sub-Division-1(Water Supply)
Reported . hich Anand ()
By:
Reported )3 March, 2016 02:08 PM
Field Image:
Missing img
mal park
Q : Lady Inwin Coliege
Gotlglege Gaflery M data €001 7 Gaogle
Address:
17 Babar Road 2nd Floor
Description:
Latitude:
The disposal charges & tax for whole building is charged to |28.6284396291534
second floor instead of being distributed equally among
floors. The water meter has shown monthly reading of 66KL | Longitude:
which is very high. Kindly get the meter checked for reading.| 77.23428742047574 I

Comments:
Meter has been changed.

Reading 826 uMonitor for a
Cragtud By: Randant Dureja week to check consumption.
Created On: 16-03-2016 12:56
Content: new meter installed. consumer satisfied ‘Thanks for all the help. Excel-
lent service
created  pshish Anand
By:
Created 2
on: 15-03-2016 17:40
Content: Meter has negn changed. Reading 826 uMonitor for a week to check consumption. Thanks for all the help.

Excellent service

Created By: Ashish Anand
Created On: 14-03-2016 22:29
Content: 9810334459

Created By: Ravikant Dureja
Created On: 13-03-2016 21:14
Content: mabile number of complainant be given to apprise him of facts and skatus

Created By: Ravikant Dureja
Created On: 13-03-2016 15:56
Content: phone no of MANDIR MARG SERVICE CENTRE be amended as 011-23363519

g;?"“ Ravikant Dureja

Created y
On: 13-03-2016 15:51

Content: high billing matter is under purview of commercial department. however meter will be got monitored
tomomow next working daycontact address MANDIR MARG SERVICE CENTRE 011-23363619.

Created o
Ashish Anand

By:

Created

On:

Content: Your complain has been registered. Complain # - 201603900 Your complain will be assigned to an officer.
Thank you, Team NDMC-311.

13-03-2016 14:08

Issue Report

Summary:

Enforcement Department - Unauthorized Area:

frrg Zone: NDMC
-‘il-:.s'g".d Shyam Sunder (Enf Inspector ) Ward: Circle No:13
i Subzone: Enforcement Department
Assigned 5 53.201518:13 o
At: SubWard: Laxmi Bai Nager
I!n-pnrbnd Vijay Kurmar ()
By:
Reported 1 March, 2016 03:34 PM
Field Image:

Laxmi Bai nagar market
Description:
e Latitude:
Unauthorized parked vehicle .please remove it . 28.5778916 I
Longitude:
77.2094633

B
Lexmi Bail Nagar
-Post Dffice

HOMC Seva Kendra

?m Vibhag Il

Grih Kalysn Kendra

]
Google Mag dats €001 7 Google

Address:

Thanks for taking action. The

Comments:

way of addressing complaint
through NDMC 311 appis

Created By:
Created On:
Content:

Vijay Kumar
02-04-2016 19:24
Thanks for taking action. The way of addressing complaint through NDMC 311 app%s

Created By:
Created On:
Content:

Shyam Sunder
02-04-2016 17:36
Solve

Created By:
Created On:
Content:

Shyam Sunder
31-03-2016 18:46
This area is not pertains to me

Created By:

K S Bhardwaj

Created On:
Content:

31-03-2016 18:13
This issue is assigned to Shyam Sunder (Enf Inspector )

Created By:
Created On:
Content:

K 5 Bhardwaj
19-03-2016 10:57
This complaint is not pertain to me please forward this to concemed officer.

Created
By:

Created
On:

Vijay Kumar

18-03-2016 15:34

Content: Your complain has been registered. Complain # - 2016031276 Your complain will be assigned to an officer.
* Thank you, Team NDMC-311.




Page Page 1

ID: #56fa0d67d15d0c444000002c

Issue Report

Sewer Maintenance Department - Sewer Main | Area:
Summary:
Hole Cover Related Zone: NDMC
:ﬂs-slgned Azad Singh Saini (Junior Engineer (Civil)) Ward: Circle No: 12
, Civil Engineering - 1 (Sewer Maintenance

:f_s'g"ed 30-03-2016 08:40 Subzone: ...)

SubWard: Sub Division 5
::ancl Krishan Singh Gosain ()
Beported 39 March, 2016 10:36 AM
Field Image:

a4z
DEA Mock
IM@fsecnor
B
Google Iiap data 2017 Goode

Address:

A-297, Moti Bagh-I, New Delhi-110021
Description:

Latitude:
Cover of sewer mainhole is not properly shut down. After 28.5816748
keeping cover on the hole the smell comes out from all
sides of hole. We cannot sit outside of our house due to Lﬂﬂghﬂ-lgzeé

77.1759

very bad smell. Please make it proper so that smell does not
come out from the manhole.

Comments:

Created By: Krishan Singh Gosain

Created By:
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Content:

Azad Singh Saini
03-04-2016 18:36
resolved
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Krishan Singh Gosain
02-04-2016 11:50

Ndmc has taken steps quickly to complete the work. Thank you very much.
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Azad Singh Saini
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Reporter: Parver Knan (Mobidle: 701 1 500524)

Designation: Sandtary nspector (Public Health)
A
fone: NOMC

ress
Ward: Circle No: Qs
Description: South avenue road

Reportar: Parvez Khan (Mobile: 70113805243

Designation: Sandlary inspector (Publc Health)

Address

143, South Ave. South Avenue Area. President’s Estate. New Dethi

143, 5outh Ave, South Avenue Area President’s Estale. Mew Dethi
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