
Grievance Management 

System(GMS)

System to keep track of the grievance submitted by Channel Partners and 

resolve the same within the Target Date.

For IOCL IOAOD



System Requirements
 For Submitting and Handling the Grievance

 Any suitable System with Internet connectivity and access to Google Forms and Email.

Current Challenges

 The Grievance is submitted by Submitter            The details are sent by e-Mail to the 

HOD           HOD assigns the FPR          FPR Sets the Target Date         The resolution is 

formulated          HOD  approves/Rejects/Reassigns          The resolution is sent to the 

Grievance Submitter.

 The entire system works on Google Forms, Google Sheets and the Linked e-Mails, The 

system can be accessed by Smart Phone or a Computer with Internet enabled.

 Auto Reports will be sent to FPR, HOD and State Head as required.

GMS- Work Flow and Design

 Grievance is handled manually and the Grievance submitter has to wait without knowing 

the target date for resolution. 

 Grievance information is not submitted to the right Department in real time and without 

any record.



GMS- Solution
 The Channel Partner (Grievance Submitter) has the option to submit the 

grievance to the concerned Department using the Google form.

 Every Grievance is tracked by a Unique Grievance ID until the closure of the 
Resolution.

 Upon Submission the HOD of the Concerned Department will get an auto e-Mail with 
the details of the grievance and requesting to assign the FPR.

 Sample e-Mail Template received by the HOD of the Concerned Department 

This link will 

open a 

google 

form to 

assign the 

FPR

Email after GMS Form Submission:



HOD- Response
 Upon Selecting the FPR the Following e-Mail will be received by the FPR.

 The FPR has to Select the Target Date for Resolution.

This link will 

open a 

google 

form to set 

the Target 

Date

Email After FPR Assigned by HOD



FPR-Response 
 Once the FPR is assigned the Details are forwarded to the assigned FPR e-

Mail and requesting to set the Target date of Resolution.

 The Response of FPR will be sent to the HOD and State Head with an 

acknowledgement mail to the Grievance Submitter.

This link will 

open a 

google form 

for the FPR to 

post the 

resolution

Griever receives an acknowledgementMail Format to post Draft Resolution



HOD – Response
 Department Reassigning

 If the resolution involves another Department, The HOD has the option to re submit the Grievance by selecting the Concerned 
Department.

 Resolution Approve/ Reject

 Upon Resolution Submission the HOD has the option to Approve or Reject the Resolution given by FPR

Department Reassigning Email to HOD after Resolution 

Submitted to approve/Reject



Upon HOD Reject.
 The FPR will receive an e-Mail informing the Resolution has been rejected 

and a new resolution has to be formulated.

 The following e-Mail will be received by FPR

Email to FPR on the Status of 

the Resolution by HOD.



Upon HOD Approve
 The FPR will receive an e-Mail informing the Resolution has been Approved.

 The following e-Mail will be received by FPR, State Head

 The Grievance Submitter will receive an e-Mail regarding the Resolution Given

Email to FPR on the 

Status of the 

Resolution by 

HOD.

Email to Griever after resolution Approval



MIS Reports (Triggered Everyday To HOD’S to monitor Performance)

Rep Report List

REP1 GMS-MIS: No. of Grievances logged till date

REP2 GMS-MIS: No. of Grievances resolved

REP3 GMS-MIS: No. of Grievances pending resolution

REP4 GMS-MIS: Age of oldest grievance pending resolution

REP5 GMS-MIS: Average Age of grievances pending resolution

REP6 GMS-MIS: No of grievances yet to be assigned to FPR

REP7 GMS-MIS: Average Age (Days) of grievance yet to be assigned to FPR

REP8 GMS-MIS: Age (Days) of oldest grievance yet to be assigned to FPR

REP9 GMS-MIS: Average (Days) taken to assign FPR

REP10 GMS-MIS: No. of grievances yet to be acknowledged by FPR

REP11 GMS-MIS: Age (Days) of oldest grievance yet to be acknowledged by FPR

REP12 GMS-MIS: Average Age (Days) of grievance yet to be acknowledged by FPR

REP13 GMS-MIS: Average (Days) taken by FPR to acknowledge

REP14 GMS-MIS: No of grievances with expired target dates

REP15 GMS-MIS: Age (Days) of oldest expired target date

REP16 GMS-MIS: Average Age (Days) of expired target dates

REP17 GMS-MIS: No. of grievances pending closure veting by HOD

REP18 GMS-MIS: Average Age (Days) of pending closure veting by HODs

REP19 GMS-MIS: Oldest Age (Days) of pending closure by HOD

REP20 GMS-MIS: Age of farthest target Date assigned (Days)



MIS Reports





Thank you


