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PRAVEEN PRAKASH, 1as
Joint Secretary & Mission Director (SBM)

GOVERNMENT OF INDIA
MINISTRY OF URBAN DEVELOPMENT

@)
D.0. Mo. MD-SBM/RS/21/2016 Dated 26t July, 2016

T FAW R # i

Sub: National Go-Live of Swachhata App and On-Boarding of ULBs - Reg.
Dear Sir/fMadam,

This is in reference to the D.O. letter No. MD-SBM/RS/20/2018, dated 13t July 2018,
regarding the national launch of Swachhata App.

2. In this regard, we would like to inform that the date of national Go-Live of the
Swachhata App by the Hon'ble Minister of Urban Development Shri. M. Venkaiah Naidu is
now 06" August 2016.

o It is important that prior to the national launch of the Swachhata App, Urban Local
Bodies (ULBs) are on-board to use the Swachhata App.

4, At present, very few ULBs have registered to access the Swachhata App. Therefore,
to enable on-boarding of ULBs we have created the access credential {login ID and
Passwords) of the ULBs registered on Swachh Bharat Urban (SBM) Portal
(http:/iswachhbharaturban.gov.in/). These access credentials are sent to the registered email
ID on the SBM Urban portal.

5. Further details of the Swachhata app and steps to access it are enclosed at Annexure-
l. The ULBs can contact the helpline number 9243090070 and write to the mail ID
swachhbharat@janaagraha.org for resolution of technical issues.

6. | request you to kindly issue instructions to the concerned officers such that all ULBs
of your state download and use the Swachhata App prior to the national Go-Live.

In anticipation of your kind support.
With Regards,

Yours sincerely,

{PraveerPrakash
Enclosures:
1. Annexure | — Details of Swachhata App.

To,

1. Principal Secretaries / Secretaries, Urban Development Departments of all States/UTs
Copy to:

1. Mission Directors (SBM) — of all states

2. Municipal Commissioners of 75 Cities

3. Ms Sylvia Veeraraghavan, Head, Civic Participation — Online, Janaagraha

Office: 140-C, Nirman Bhawan, Mew Delhi-110011 4 Mob: 9013133636, Phone: 011-23062309, Fax: 23082477
praveenprakashud@gmail.com, praveen.prakash?1@nic.in



Annexure | - Details of Swachhata App

The Urban Local Bodies have been registered on the Swachhata platform using the contact
details provided on the www.swachhbharaturban.gov.in portal. An Email has been triggered
to all the ULB Nodal officers / ULB representatives with the login details which can be used
to login to the Agency portal and the SBM-Engineer mobile app.

AGENCY PORTAL

The agency portal can be accessed via www. swachh.city/login.

Please follow the steps mentioned below to start using the portal:

a) ULB representative will use the login details received in the mail to login to the
Agency portal.

b} ULB representative will enter the Email ID and password and clicks on login.

¢) On successful login, the ULE representative will be able to use the portal to view
dashboards, manage and monitor complaints posted by citizens, verify resolutions,
etc.

SBM - ENGINEER MOBILE APP

To use the SBM — Engineer mobile app, the ULB has to be mandatorily registered on the
agency portal. The SBM — Engineer mobile app can be downloaded on Google playstore
using the link

- https.://play.google. com/store/apps/details P id=com.ichangemycity. swachhbharatengineer

Please follow the steps mentioned below to start using the mobile app:
a)} ULB representative will download the mobile app from the Google playstore.
by ULB representative will enter the mobile number as given in the

www. swachhbharaturban.gov.in portal.
c) ULB representative will receive a 4 digit OTP code to the registered mobile number.

d) ULB representative will enter the 4 digit OTP code which was sent to the registered
mobile number.

e} On successful OTP verification, ULB representative will be able to access the mobile
app which can be used to view, manage and monitor complaints posted by citizens.

|f your ULB is not registered, you can register using www.swachh_city/register

In case of queries, please call on 9243090070 or drop a mail to
swachhbharat@janaagraha.org.
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Abstract

This manual is for municipal administrators who are a part of the Swachhata initiative. It will provide a detailed
explanation of the Swachhata website.

Including how to get started, how to use the website, its functions and features. This manual applies to both munici-
pal commissioners and their digital teams.

However, there will be certain functions that only commissioners will have access to e.g. adding engineers. The fol-
lowing will provide a more in depth look at the site.

www.swachh.city °



Swachhata - Administrator User Manual

Swachbata

Getting started

Process flow - Administrator Web Portal
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v LogginglIn

In order to login you must be a registered municipal administrator, and have received your
login details via email.

If you have not yet been registered you will be asked to register before being granted ac-
cess to the website.

Municipal Corporation name

Email Address

Register

www.swachh.city e
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¢ If you have received your login information

If you have received your login information (username and password) via email you can
use them to login on the webpage: http://swachh.city.

This page will have a Login button on the top right side of the page. Once you have
clicked on the login button, you will see a popup asking for your username and password.

[F] Remember Me:

Register? Forgot password?

° www.swachh.city
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v If you have not received your login information
If you have not yet received your login information, please click on the Register button at
the bottom left corner of the login popup box.

In order to register you will be asked for details like your name, Municipal Corporation’s
name, email ID, mobile number and location; these will be used to verify your identity.

You will then complete the registration by clicking the Register button and submitting
your details, which the Swachh Bharat Mission team will verify. Once your credentials
have been approved you will be sent your login details.

Municipal Corporation name

Email Address

Register

www.swachh.city o
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v Howto login
In order to login you will need to enter the username and password that were emailed to
you. The login box gives you the option to save your login information.

You can do so by ticking the box beside the words "Remember me”. Please keep in mind
that if at any time if you forget your password you can click “"Forgot your password?"” and
an email with temporary password will be generated and sent to your registered email ID.

[F] Remember Me:

Register? Forgot password?

e www.swachh.city
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1 000 0000000000000 0000000000000000000000000000000000000000000000000000000000000000000000000000000000

v Onboarding

After your first log in you will see the Welcome to Swachh Bharat screen. Click on Get
Started. This screen will appear only for first time users

v Engineer Approval

Clicking on the Get Started button will take you to the Engineer Approval screen. This
screen will show the number of engineer approval requests pending. You can either click
Skip to upload an XML file with Engineers’ details or click on the Approve button and ap-
prove the requests.

zaY s x =
@ Home Complaints Engineer Approvals Engineers

™ T o

Welcome to Swachh Bharath!

10 Enineers are waiting for Approval

Skip

www.swachh.city o
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v Bulkupload engineer details

To bulk upload Engineer’s details, please click on Browse, choose a file and upload it.
Once a file has been uploaded, you will be taken to the next page.

[ ' - o
@ Home Complaints Engineer Approvals Engineers

= T

Welcome to Swachh Bharath!

Bulk upload engineers through an XML file. Click here to download a sample

Browse... | Nofile selected.

Skip

¢ Thank You

You are now ready to use the Swachh Bharat system. Please click on Get Started.

@ www.swachh.city
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v Homepage
Below is the Swachh City website homepage. This dashboard will display Today’s Re-
solved, On-The-Job, and Open complaints.

The navigation bar at the top of the page will have tabs to the pages on the website:
Home, Complaints and Engineers.

This navigation bar will be available at the top of the screen on all the pages of the web-
site, so you can navigate from page to page with ease.

'@re Home Complaints Engineers Bangalore Admin @’

Dashboard

TODAYS RESOUVED COMPLAINTS TODRYS 0N THE 0B COMPLAINTS TODAY'S OFEN COMPLAINTS
Better than yesterday [2306%] Better than yesterday (0%] Batter than yesterday [76.92%)
Complaints -

www.swachh.city @
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v Resolved complaints

The green box will indicate the number of complaints Resolved today (on the day you are
viewing the Dashboard).

It will also indicate if today’s resolution rate is better than yesterday'’s.

VA |
@ Home Complaints

LEn L o

Dashboard

Complaints -

Q www.swachh.city
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v On-the-Job Complaints

The blue box on the home page depicts the number of On-the-Job complaints. On-the-Job
signifies that a Sanitary Inspector/Engineer is presently working on a complaint assigned
to them.

A percentage comparison between the number of jobs being worked on today (the day
you are viewing the website) and yesterday is also available at the bottom of the box.

Escalations Agency List Engineers

TODAY'S ON THE JOB COMPLAINTS

O

www.swachh.city @
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v Open Complaints

The red box depicts the number of Open complaints in your city for the day. Open com-
plaints are new complaints that citizens have made regarding sanitary issues in the city.

An engineer has yet to begin working on them. A percentage comparison between the
number of complaints made today (the day you are viewing the website) and yesterday is
also available at the bottom of the box.

Swachh city solutions F@'

TODAY'S OPEN COMPLAINTS

Better than yesterday (100%)

www.swachh.city

e
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v Complaints Glossary

Open: a complaint has been made by a citizen and needs the attention of a sanitary engi-
neer

On-the-Job: a complaint that a sanitary engineer is currently working on. A sanitary engi-
neer can have multiple complaints simultaneously for which the statuses are On-the-Job

Resolved: a complaint that a sanitary engineer has solved

Rejected: a complaint that a sanitary engineer has rejected. Please note that a sanitary
engineer can only reject complaints in extenuating circumstances; such as if the details of
the complaint (location, picture or issue) are not clear, or if the complaint does not belong
to their ward

Re-opened: a complaint where the citizen complainant is not satisfied with the resolution
of the complaint and wishes to have the issue addressed once more

www.swachh.city @
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v Complaints Graph

This section of the homepage depicts the complaint statistics on a graph, as a visual aid
to track your city’s progress. You can choose to view complaints that came in Today, This
Week, This Month or even This Year.

There is a calendar button available as well, which can be used to display complaints
within a particular range of dates.

You can see all the complaints displayed on one graph, or use the Complaints button on
the upper left corner to see the statistics of specific categories of complaints displayed.

Complaints -

9

COMPLAINTS

OPEN-I
OH THE J08-0

RESQUVED-1

& RESOLVED & Ol THE )08

@ www.swachh.city



Swachhata - Administrator User Manual g

Swachbata

Navigation - Homepage

4 Categories of complaints

If you click on the Complaints button you will get a dropdown menu, for which the next
option is Category.

If you click on Category you will see all the complaint categories listed (garbage clean-
ing, garbage collection, dead animals, structural maintenance of toilets and cleanliness of
toilets) and the total number of complaints in each category.

On the right side of the box you will see a Trend button. You can use that button to filter
complaints according to dates; Today, This week, This Month and This year.

The box beside, on the right, will depict the same information in pie chart format.

Category -

Todal Complaints

3

CARBAGE COLLECTION

OFEH- 10

O THE }08-D

RESCHANVED-3

www.swachh.city Q
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v Complaints Page

Going back to the navigation bar at the top of the page and clicking on the Complaints
tab, will take you from the Homepage to the Complaints page.

This page displays all the complaints, their corresponding IDs, locations, landmarks, dates
they were posted on, their category, and their status.

A\
- fame Complaints I 21 E Belrn r-\:_r-

8 A S

, — 10 . 0.

Complaints
LT Wiy

Today

. : - . Y -

L I

@ www.swachh.city
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4 Categorizing the complaints

Categories: The Complaints listing page will show you all the complaints posted in all the
categories by default. To view the complaints according to categories, click on the catego-
ries button, and choose a particular category

Status: You can also view the complaints according to their status (Open, On-the-Job,
Resolved, Rejected, Re-opened). Click on the status button, and categorize complaints
accordingly. You can also change the status of individual complaints e.g. if you have as-
signed an engineer, you can change the status of a complaint to On-the-Job

Wards: you can also view complaints according to the wards

]

angalore Admin ﬂ@'

-

1 Complaints

ninutes ago Garbare Cleanine + 9 r
UTES aEC adlNEES 'I€a 12 - - q f

ninutes ago Dead animals Resolve - 207

www.swachh.city @
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v The actions column

The Action tab enables you to do three things; assign an engineer to Open complaints,
escalate complaints that have not been worked on yet, and check complaint details

v Assigning an engineer

Person Symbol: Clicking on this symbol will enable you to assign a sanitary engineer to a
particular complaint

Clicking on the person symbol (first on the left in the actions column) will cause a popup
box to appear, which will ask you to assign the compliant to an engineer.

Clicking on the drop down box next to "Assign Complaint to” will allow you to choose the
name of the engineer.

After choosing the name, please click on the Save button at the top right corner of the
popup box. Which will ensure that an engineer has been assigned to the complaint.

If you want to go back to the complaints page without assigning an engineer, simply click
Cancel.

swachh.city/page#

X Assign Complaint

Assign Complaint to

@ www.swachh.city
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v Complaints Details

Clicking on the pencil symbol will enable you to see all the details of a posted complaint.
(You can view the details of the complaint, by clicking on the Complaint ID as well)

” 207
Resolved v | 2@ /
- +:_of"
Resolved - 20 /7

o 207

www.swachh.city @
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¢ Complaints Page

This page will show all the details of the complaint; location (both the address and the
location on Google maps), complaint ID, the Engineer assigned to the job, name of the
complainant and number of days within which the complaint has to be resolved

Cormpdaint b WFBHC 130

@ www.swachh.city
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¢ Theright side

The right side of the page will have the following details:

Priority of the complaint: this shows whether the complaint is normal, or has been marked
as high priority

Status: this shows whether the complaint is Open, On-the-Job, Resolved, or Rejected. It
also shows the number of days left to solve the complaint

User Details: the name and phone number of the complainant will be displayed

Engineer Details: the name, designation and phone number of the engineer is displayed.
You also have the option of assigning another engineer to the job. Simply click on the Edit
button (upper right corner of the box), and you will have the option of assigning another
engineer to the job

1 Mormal -
e .
12
Sylvia Veeraraghavan
Ed

Syamasundar Chettu
Senior Sanitary Inspector

7 day

www.swachh.city @
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v The left side

The left side of the complaints page will display a picture of the complaint taken by the
citizen complainant.

Below that will be the location of the complaint on Google maps, along with an address
and directions to the complaint location from where you are located (which you can see,
if you have access to data or WIFI, by clicking on the little arrow below the address).

Below the map is a comments section, which will show all comments made on this com-
plaint (by the engineer, citizen users and administrators).

. Q
%) .?’J
= %
= £ By
T 8 2,
Y & %
Google nLA A 2 .
#é Map dats 32016 Gocglt 200 M Ll T#rmia of Usd  Report & mbp #rmof

—
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. P
e ’ npla Enginesrs g = =/

Engineer Q, °

+ Syamasundar Chettu
+ Shubendhu Singh

+ lanasgraha

+ Hanz

+ Bhagya

+ Anshu

v View details, add and edit engineers

The final tab on the navigation bar at the top of the website is the Engineers tab. Clicking
on this tab will take you to the engineer listing page.

All the engineers within your city will be listed on this page. If you are looking for a par-
ticular engineer you can click on the search box to the right of the screen and type in a
name.

Please note that only municipal commissioners can add engineers.

www.swachh.city 6



Clog

€ Swachhata - Administrator User Manual

Swachbata

Navigation - Engineers

Clicking on the plus button to the left of the engineer’s name will show you the details of
the engineer: name, phone number, designation, ward, and complaint category.

Clicking on the black circle with a plus sign inside, beside the search bar at the top right
of the screen, will enable you to add new engineers.

Please note that only municipal commissioners can add sanitary engineers, after verifying
their credentials by the official registration of municipal sanitary engineers.

Clicking on the three dots (aligned vertically) to the right of an engineer’s name will allow
you to edit or delete the details of individual engineers.

Engineer Q o

Syamasundar Chettu FRLIGESTTOT
Senlor Sanitary Inspector
Magavara Garbage Cleaning
+ Shubendhu Singh
+ Janaagraha

Once registered this website can be accessed from any web browser on desktops, laptops,
tablets and mobile phones.

@ www.swachh.city
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Abstract

This document is the user manual for the Swachhata - Swachh Bharat app: A step towards making India cleaner and
healthier. This app was designed for sanitary engineers, to facilitate their work by incorporating the ease of technol-
ogy into their jobs.

The app will allow sanitary engineers to connect directly with citizens who report community sanitary issues and
address the cases in real time.

This guide will provide in depth instruction on who the app is for, how to get it, how to use it, explain its features,
functions and answer frequently asked questions regarding the app.

www.swachh.city °
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v Who can use the app?

The Swachhata - Swachh Bharat app was design for registered municipal sanitary engi-
neers. Any engineer who is registered with the municipality can use this app.

The registration process for engineers involves verification of employment by the con-
cerned authorities. Therefore, individuals who are not registered sanitary engineers will
not be able to register as users for the app.

v How to get the app?

There are a few ways to obtain the Swachhata - Swachh Bharat app.
Method 1:

Your municipal corporation will send a SMS to your phone with the link to the app, click-
ing on the link will take you to the Google Play Store at which point you can start the
download process for the app.

Method 2:

You will be provided with a link to the app. Clicking on the link will take you to the Google
Play Store at which point you can start the download process for the app.

Method 3:

You can search for the app on the Google Play store and follow the download process.

a www.swachh.city
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Registration

v How to register?

Once you have successfully downloaded the app, you can open it and the registration
process will begin automatically.

v Language settings

You will begin by choosing your preferred language for the app. There are eight languages
available to choose from: English, Hindi, Tamil, Malayalam, Kannada, Telugu, Marathi and
Urdu.

Please note that if you wish to change the language at any point after registering, you
must log out of the app and log back in. On a new login you will be prompted once more
to choose your language.

After you have chosen your preferred language you will be directed to the sanitary engi-
neer verification process.

@@

Welcome

Choose your preferred language.

English
Hindi
Tamil

Malayalam
Kannada
Telugu
Marathi

Urdu
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Verification Process

v+ Number verification

The sanitary engineer verification process begins with the verification of your official cell
phone number, which will be registered with the concerned authorities and confirm your
identity as a certified sanitary engineer.

If your mobile number is not registered with the concerned authorities you will be re-
quired to complete a manual registration form, which will then be sent to the concerned
authorities for identity verification.

You will be prompted to enter your mobile number on a screen, like the one depicted be-
low. Once you have entered your mobile number and the number is recognized as being
on the list of registered sanitary engineers, you will be sent a One Time Password (OTP).

Please ensure that the mobile number you enter is the one registered with the concerned
authorities, and the number of the mobile phone you are using for the registration pro-
cess.

T .l 79l 3:46 PM

Enter Your Mobile Number
Your Mobile number is safe with us
We won't share your details with any one

+91 9980204422
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Verification Process cnt

v If your mobile number is registered

Once you have entered the appropriate mobile phone number and it is registered with
the concerned authorities, you will receive an OTP to the mobile phone you are using.

The OTP will be automatically recognized by the app and you will be required to enter it
in the box “"Enter OTP", as depicted below.

If your phone does not automatically recognize the OTP, please try the pressing the "Re-
send Code?” button below the OTP entry box.

Again, please ensure that the mobile number you are using for the registration process is
the mobile number for the mobile on which you are completing the registration on.

Verify

We've sent a code your number
(9535744649)

Enteg OTP

Resend Code?
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Verification Process cnt

v If your mobile number is not registered

In the event that your phone number is not recognized as belonging to that of a certified
sanitary engineer registered with the concerned authorities; you will be directed to a
manual registration page, as shown below.

You will be required to fill in your "Name, Designation, Category, Email ID and Location.”
Once you have done so, you will press the "Request” button on the bottom right hand
corner of your screen.

Pressing the “"Request” button sends your information to the concerned authorities, who
will verify your details and identity as a certified registered sanitary engineer. You must
be verified before you can complete the registration process and continue to use the app.

Registration

8 Name

Sudhakar

g Designation
Executive Engineer

v
[} Category
Sanitation Department
Thank YOU! = Email ID

someone@email.com
Your details are successfully send to the

authorised people. We will get back to you soon.

9 Location
Bahadur Shah Zafar Marg, Balmiki Basti,
Vikram Nagar, New Delhi

X  CLOSE X CANCEL » REQUEST
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Using the application

v Complaints listing page

Once you have completed the registration process you will be taken to the complaints
listing page. All complaints which are unassigned to any sanitary engineer will be dis-
played on the home page by default, as depicted below.

Rei o 4.8 ¢ N) © 83%K 3:17pm

Swachh Bharat SZ

Un-Assigned Complaints

n Patriotic User
2 hours ago
Cleanliness of toilets

-
166, Thimmaiah Rd, Kaverappa Layout,
Vasanth Nagar, Bengaluru, Karnataka N
560051, India

0 Votes ® 2 Comments

Change Status - B comment

n Patriotic User
2 hours ago
Garbage Cleaning “

Millers Tank Bund Rd, Kaverappa Layout,
Vasanth Nagar, Bengaluru, Karnataka
560051, India

0 Votes ® 1 Comments

Change Status . B comment

The page will have the following:

i) Filter Box, on the center of the page above the complaints

ii) Left Menu: a drop down menu on the top left hand corner of the screen

iii) An in-app notification button (the bell), on the top right hand corner of the page

iv) Complaints and their corresponding status (Open, On the Job, Resolved, Rejected), on
the center of the page

@ www.swachh.city
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Using the application cn

¢ Filter box

The Filter box categorizes complaints into seven categories:
i) Un-assigned: All complaints which are not assigned to any sanitary inspector/engineer
ii) All Complaints: Complaints assigned to you

iii) High Priority Complaints: These complaints will be assigned as high priority by the
agency.

iv) On the Job: The status on these complaints has been changed by you or the agency to
indicate the complaints you are currently working on.

v) Re-opened: Complaints that have been re-opened by citizens if they were dissatisfied
with the resolution. Only resolved complaints can be re-opened.

vi) Resolved: Once a complaint has been solved, you or the citizen can change the com-
plaint status to ,Resolved.

vii) Rejected: Complaints rejected by you.

0 ER T .l 79% W 3:48 PM

= Swachh Bharat a

All Complaints

@ Sudhakar Varma
3 hours ago

Cleanliness Of Toilets

Vasanth Nagar Bengaluru Karnataka
560052 India

0 Votes ® 4 Comments

Change Status . B Comment
Yaseen Khan
1 day ago

Garbage Collection
Millers Tank Bund Rd, Kaverappa
Layout, Vasanth Nagar, Bengaluru,
Y 9 9 il

Karnataka 560051, India

2 Votes ® 14 Comments

@ 0 @ 0 1 B Comment
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Using the application cn

v Left menu

All the items in the filter drop down box are also displayed here.
Other than that, it also has:

a) Rate Us on Playstore: This rating will help the developers understand if you are happy,
satisfied or dissatisfied with the app. Feedback in the form of comments would also be
appreciated.

b) Report a Bug: In the event you have issues using the app, you can bring the problems to
the attention of the developers by reporting a bug. This will help developers improve the
app for hassle-free usage.

c) Logout: clicking this button will log you out of the app. You do not need to logout after
every session you use the app. Closing the app will not automatically log you out. Keep
in mind that if you do choose to log out, you will need to choose your preferred language
settings when logging back in.

7 .l 79% M 3:48 PM

High Priority
=, ON-THE-JOB 1
=, Re-Opened 0
=, RESOLVED 6
=, Rejected 0
=, Rate Us on Playstore

#F ReportaBug

[3> Logout
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v In-app notifications

The bell on the right hand side of the Complaints Listing Page indicates the number of
unread notifications. Once you click on the bell, it will take you to the notifications page.

To indicate that you have read all the notifications, click on the double-checkmarks on the
top right hand corner of the screen.

This will change the unread notifications into read messages. If you want to see previous
notifications, click on the "Previously Read” button at the bottom of the screen.

7 B IR 2 N) @ 70%m 11:44 v

€ Notification 4

Radha-Devi--has-posted-complaints-near-you-in-
Kaverappa-Layout,-Vasanth-Nagar

Radha-Devi—-has-posted-complaints-near-you—in-
Kaverappa-Layout,-Vasanth-Nagar

Radha-Devi—-has-posted-complaints-near-you—in-
Kaverappa-Layout,-Vasanth-Nagar

Patriotic-User-has-posted-complaints-near-you—in-
Sulthangunta,-Shivaji-Nagar

Yaseen-has-posted-complaints-near-you—in-
Kaverappa-Layout,-Vasanth-Nagar

Yaseen-—has-posted-complaints-near-you--in-
Kaverappa-Layout,-Vasanth-Nagar

»OO0O OO0

Patriatic-User-has-posted-complaints-near-vou—in-

PREVIOUSLY READ ®©
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Complaints

v Complaints explained

A complaint is created when a citizen user uploads a description of a sanitary issue.
Citizens are required to explain the nature of the issue, tag the location with an accurate
address and upload a picture of the issue reported.

Each complaint has a comments button, on the bottom right hand corner. You will be able
to post comments on individual complaints and see citizens comments as well.

All resolved complaints will also have reaction buttons (smileys, dissatisfied and extreme-
ly dissatisfied emoticons), which citizens will be able to use to show their reaction to the
way the issue was handled.

Only citizens can use these reaction buttons; you can only see the reactions as citizens
choose them.

= B % .l 79%H 3:48 PM

Swachh Bharat A

All Complaints

@ Sudhakar Varma
A 3 hours ago

Cleanliness Of Toilets

Vasanth Nagar Bengaluru Karnataka
560052 India

0 Votes ® 4 Comments

Change Status . B Comment
Yaseen Khan
RESOLVED
el

Garbage Collection
Millers Tank Bund Rd, Kaverappa
Layout, Vasanth Nagar, Bengaluru,

Karnataka 560051, India

2 Votes ® 14 Comments

@ 0 @ 0 1 B Comment
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Complaints cn

v Changing the status of complaints

Each complaint is categorized with a status. There is a "Change Status” drop down box on
the bottom left hand corner of every complaint, with corresponding colours (red - Open/
Re-Open, blue — On the Job, green — Resolved, grey — Rejected).

All complaints begin at "Open.” You can only change "Open” complaints to "On the Job”
or "Rejected.” You can change "On the Job" complaints to "Resolved” and "Rejected.” In
order to change the status of a complaint to "Resolved” you must post a picture of the
complaint you have solved and post a comment indicating the complaint has been solved.

Once you change the status of a complaint the citizen complainant will get a notification
regarding the status of the complaint they made. At which point they can provide feed-
back

www.swachh.city @
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Complaints con

v Status change alerts

Once you have clicked on Change Status, an alert box will pop up. It will alert you that you
are about to change the status of the complaint. Please click "OK.”

You will then be directed to the Comments section, where you will be required to write
your reason for changing the status e.g. when you are changing the status from "Open” to
"On the Job” you can write "l will now be working on this job.”

You can also add pictures while changing the status by clicking the camera button at the
bottom left hand side of the screen. You can either take a picture at that moment and
upload it, or choose a picture from your mobile gallery.

Please remember, when changing the status to “"Resolved,” a picture is mandatory

R, 4.0 ¢ N) 0 85%[4 3:48pm

You are changing the status of the
complaint . Please leave a comment about
your experience or if you have any remarks.

You can add photos as well to your
comment.
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v+ Complaints glossary

Open: a complaint has been made by a citizen and needs your attention

On the Job: a complaint that you are currently working on. You can have multiple com-
plaints simultaneously for which the statuses are “On the Job”

Resolved: a complaint that you have solved

Rejected: a complaint that you have rejected. Please note that you can only reject com-
plaints in extenuating circumstances; such as if the details of the complaint (location,
picture or issue) are not clear or if the complaint does not belong to your ward

Re-opened: a complaint where the citizen complainant is not satisfied with the resolution
of the complaint and wishes to have the issue addressed once more

www.swachh.city Q
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v On-the-job complaints

When you click on an On the Job complaint, along with the picture, the page will display
the description of the complaint. (This detail screen is the same for all complaints, regard-
less of the status of the complaint).

On the right side of the address box there is a small arrow, which if you click, will show
you the route from your current location to the location of the complaint. To the left of
the address box there is a locate button, which shows you the complaint on Google maps.

At the bottom of the page there is a comment section which will display three comments
at a time, to see more comments you can click on the “Load More" button.

EH Q [ B T .l 7= M 3:48 PM

<  ID: W0630C59

@ Sudhakar Varma | —
7 3 hoursago — =

Cleanliness Of Toilets
Vasanth Nagar Bengaluru Karnataka 560052 India

0 Votes @ 4 Comments

o Vasanth Nagar Bengaluru Karnataka o
560052 India
Address

Uni

Landmark

COMMENTS VOTE UP
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v Re-opened complaints

On receiving a notification that their complaint has been resolved, the citizen has the op-
tion to re-open the complaint - if they are not happy with the resolution. Please note that
the citizen can change the status of the resolved complaint in two ways.

They can simply mark it as "Re-open” on the complaint itself, through their app. Or they
can choose the dissatisfied smiley and select the "Re-open” button that will follow once
they click on dissatisfied smiley.

After choosing the dissatisfied smiley, a drop box with possible reasons for their dissatis-
faction will appear. They can also opt to write the reasons separately, after choosing the
"Say Something” option.

Once the complaint is re-opened, you will receive an in-app notification (you will only
see these when you open the app). On receiving the notification, you can go directly to
the complaint by clicking on the notification. Or you can visit the Left Menu and click on
re-opened complaints.

The newest re-opened complaint will sit on the top. You can change the status to either
On-The-Job or Reject. Regardless of which status change you select, the same procedures
apply as when following through with a new complaint.

BO®=R T .l 8% M 3:51 PM

= Swachh Bharat A

High Priority Complaints

< Radha

. 1 day ago

_ad
Dead Animals ’
Millers Tank Bund Rd, Kaverappa
Layout, Vasanth Nagar, Bengaluru,

Karnataka 560051, India

0 Votes ® 12 Comments

Change Status - B Comment
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v Rejected complaints

After you have rejected a complaint, the complainant will get a notification alerting them
of the rejection of their complaint.

The complainant cannot reopen a rejected complaint, they can however write a comment
in the comments section.

4 4R 1 ) @ 85%k 1:14pu

Swachh Bharat A

Rejected Complaints

Pattabi Raman
REJECTED

Structural maintenance of toilets

166, Thimmaiah Rd, Kaverappa Layout,
Vasanth Nagar, Bengaluru, Karnataka
560051, India

0 Votes ® 1 Comments

B comment
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v Multiple complaints

If you receive multiple complaints regarding the same issue within your ward from multi-
ple citizen complainants, please change the statuses on all the complaints to "On the Job"
and follow regular procedure for all the complaints simultaneously.

For instance, if there is a dead animal that needs to be removed from beside a restaurant
and several citizens complain about the same animal, change all the statuses simultane-
ously as you work on the issue and upload a picture and comment on all the individual
complaints when resolved.

Hardware

v Phone requirements

This app is only available on Android phones. If you do not have an Android phone, the
same features and procedures are available through the website, which can be accessed
through any mobile internet browser.
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FAQ

v+ Canyou share the app download link with other people?

Yes, you can share the app download link with other people. However, only registered
sanitary engineers will be granted access to the app from the administrators concerned.

¢ Is there a time limit in which you need to use the app download link?

No, the link is valid for as long as you have it. You can use it whenever you are able to.

¢ Canyou update your mobile number?

You will be using the mobile number assigned to you by your municipal corporation. If
they provide you with a new mobile number, the municipal administrator will update it on
your file.

v Do you have to upload the picture of the resolved complaint while at the loca-
tion of the complaint?

Not necessarily. If you are able to upload your picture and update the status of your com-
plaint while on location, please do so.

However, you can also take a picture and upload it and update the status of a complaint at
a later time and place. For instance if your data is not available on location, you can wait
till you have WIFI access and then update your complaint.
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