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B. About the application

"PGRS - BESCOM" the multi point Public Grievance Reddressel System of
Bangalore Electricity Supply Company Limited (BESCOM) has been developed
in order to provide an effective grievance reddressel mechanism for the
consumers of BESCOM circle. The system has been so designed that it would
cater to the reddressel of grievances related to electricity and its un-

interrupted supply in the circle 24/7.

The web based PGRS system can be accessed from anywhere through
internet to log complaints. The system would be rolled out in 4
important phases. Linkages have been built in the software in such a
manner that grievance received at any level can be forwarded

anywhere within the BESCOM.

Any consumer can log his/her complaints directly by PGRS website to
central database without username & password with basic internet
connection by own computer or mobile hand held devices. Consumer
query will be received with a docket number as a feedback. Recently
received complaint will be again pushed to SMS gateway in-order to
send it to concerned officials (AEE) to resolve the complaint as well as
the same will be displayed to any random executive for further follow

ups.
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C. Modules of the application

Consumer Module, Executive Module & Administrator are the three modules

designed in the application.

1. Consumer Module :
Any civilian, who uses electricity with post paid facility within BESCOM
circle is referred as ‘Consumer’. The Consumer module is designed in a way
that, consumer can registering her/his complaints in a shortest time.
Further to it she/he can track the status of their complaints as well as can

see all pending/closed complaints within the circle or sub division.

2. Executive Module :
This module is specially designed for help line executives at call center,
control-room executives at various control-rooms and other sub division
staffs. They will register and log in to the application for various activities
like, registering complaints, tracking complaints, transmitting complaints,

closing complaints and other reporting activities.

3. Administrator Module :
Administrator or admin module is a central control point of this
application. Admin can create masters for one time & save them. Once the
master is saved it will reflect in the entire application across all modules.
Admin also register staff and provides a privilege to login into application.
Admin can make use facilities like utility to track executives, backup entire
database, restore database, flow out the entire database and

view/download reports.
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D. Getting Started
Use following URL to land up to home page of the application:

www.bescompgrs.com

Followed by home page will appears as in [Picture 1]. The application is cross

browser compatible with android usability.

E. Consumer Module

1. Home Page:
Home page is mainly focused on consumer. Home, About PGRS, Register
Complaint, Complaint Status Public View, Staff Login & Flash news are the main

blocks of this home page. [Picture 1]

ABOUT PGRS COMPLAINT STATUS PUBLIC YIEW

sRmmded pupde  Supmd, wmf SPEde ypEm pwe WA B\ ady Sy
S IITIPY el ®” ALWLUIYEW TUWN WUWWLE

BANGALORE ELECTRICITY SUPPLY COMPANY LIMITED

WELCOME TO 24/7 PUBLIC GRIEVANCE REDRESSAL SYSTEM (PGRS)

£ staff Login

. Register Complaint

Mobile Humber

% p We are thankful for registering your  Only employees can login  here
OISR Home, complaints with us, Interested in  Register with application 080-2267 3333
| - Select Complaint - =l knowing the status of your complaint? administrator/manager  for  login

—Select Sub Division—- = | | suBMT

G Complaint Status

Please click here to reach our complaint
tracker,

AT

credentials,

" Flash News

+ We are hiring tele-callers, Contact:

N Wackardn's Danrmanea: 08 R4

Know your Sub-Division

BESCOM <sub div>
<complaint> SEND
to 9243150000

Helpline : 080 2287 3333
SMS : 92431 50000

®/9

All rights reserved, BESCOM-2013

Picture 1

2. Register a Complaint
The web based PGRS system/application can be accessed from anywhere
through internet to log complaints. Any consumer within BESCOM circle can

register complaints related to electricity.
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2.1 How to register a quick complaint ?

Step 1 - Fill your mobile number.

0 Step 2 — Provide your name.

Step 3 — Select Complaint.

Step 3 — Select your sub division.

View of Register Complaint at home screen. Refer to flowing picture for

simple steps to register a complaint.

. Register Complaint
Mobile Humber

Consumer Name

| -- Select Complaint - [l |

| --Select Sub Division-- =] | | SUBMT I

Know your Sub Division

Picture 2

After submitting a complaint the following confirmation & docket will
displayed. [Picture 3]

Thank You
Your complaint REGISTERED successfully...!

Docket No: A0S90013

Docket Generated Date: 4/3/2013 12:01:48 AM
SMS & E-Mail sent to AEE : CHITTAIHA

AEE Contact Number : 8553118946

Cumplaint Type : Category &

Nature Of Complaint : No Power

Estimated Time to resolve: 4/3/2013 1:01:48 AM

[Please use this DOCKET Number for future reference]

Picture 3
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Dockets number will be sent to consumer mobile number automatically
via SMS as soon as they register complaints. The
confirmation of the following details will be displayed
for your reference:

e Date & time, when the docket is generated.

e Confirmation of SMS & email sent to concerned AEE

e AEE’s contact number who is responsible to resolve this docket

e Type of complaint

e Nature of complaint

e Estimated date & time, on or before the docket should be

resolved

2.2 Know your Sub division
This feature will lead you to know your sub division by two major
methods. 1) Know your Sub division by BESCOM map.

2) Know your sub division by your electricity bill

. Register Complaint

Mobile Humber

Consumer Name

| -- Select Complaint ;l

| Select Sub Division-- =] SUBMT
Know your Sub-Division

Picture 4

Click on “know your Sub-Division” to know your sub division,
application will show you following page where you can select any one

of these options

Page 8 of 13

PGRS Consumer User Manual -V 1.0
Bangalore Electricity Supply Company Limited



PLAINT STATU! PUBLIC YIEW

BESCOM

Find the Sub Division on Bescom Map

Find the Sub Division through your Bill

Picture 5

2.3 Find the Sub division on BESCOM map
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Picture 6
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2.4 Find the Sub division on your electricity bill

B BANGALORE

e

BER  coae we | EECTRICITY BILL
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Picture 7
3. Complaint Status
Track your complaint status by click on “Complaint Status” using any one

of the following options from home screen as in [Picture 8]

PUBLIC VIEW

HOME ABOUT PGRS

COMPLAINT STATUS

BESCOM

tionvace :.-':.’:_-.3*’ roLoets EoWD o%end

BANGALORE ELECTRICITY SUPPLY COMPANY LIMITED
WELCOME TO 24/7 PUBLIC GRIEVANCE REDRESSAL SYSTEM (PGRS)

rar plaint Status

(} Staff Login Q Flash News

Wl yre Rinng tele exben, Comae

Oely amgloyert can lagin hase
oy pis i 20T 3333

W wer thanltal Sor regittering your

— complaints  with us. Interetted [ Regiter wathy appheation
| - Sboct Conmmbent = Ancmineg the stitus of your comptumt? I sdmintotonmaneges  for  lagin
_— Plunse ehek hase 10 rench s carglune | credermial

[t e i 21 | R N vt

Eivom poum Susbr Divivion

Helpline : 020 2287 3333 WY\ BESCOM <sub div> ’J
<complaint> SEND -
SMS : 92431 50000 i to 9243150000 :

Picture 8
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Tracked docket details will shown below with details like; Docket Status,
Docket number, Date & time of Complaint, AEE details, Category and type of

complaint etc., as in [Picture 9]

Docket Generat
Concerned AEE : CHITT
AEE Contact Number :
Cumplaint Type
Nature Of Complai

Estimated Time to resolve : 4/3/2013 10148 AM

Picture 9

4. Public View
By using “public View” option on home page, any consumer can see
complete details of all complaints after selecting their district or division.

[Picture 10]

Public View

Enter your Division: | Juysgar =

Dackel Date e AEEName Sublivision Conumer Hame

[reT [IETET LALMAM  CHITTARA Inganagar = Kshok ST Pending
£59001 OBBIE ASTAIAM CHITTAMA Jnganager = beigen 53674710 Pendng
AT GBI EMARAM CHITTAMA Jnyaagar - T Clored
Ert [IRTET] WARIOPM  CHITTAMA Inyanngar o Abk SEIRTITI Claimd
Aysion 1042611 MANSPM  Mangnath Inyunagsr 1 LT

AssEE01]1 [IRTETH] WEIIPM  Manpnath Ingatigar L RSIRTSTI0
A530020 DO BRI IM CHITTAMY, Jayamagnr 3 Rassveshy

Aol 11-04-200) B2 PH CHITTARA, Inyanagar @2 Zafrufa Khaan

AR08 OMNE SR CHITTARA Liyanager 5 b

&) 01-34-2611 TS A Jnganagar 3 SIRTSTI0

Picture 10

Page 11 of 13
PGRS Consumer User Manual -V 1.0
Bangalore Electricity Supply Company Limited



4.1 Pending Complaints
Consumer can search a docket/complaint by using following
filter/search options. Search by Docket, Search by Name of Consumer,

Search by Consumer phone number as shown in [Picture 11]

Login

5
fi ABOUT PGRS COMPLAINT STATUS PUBLIC YIEW

BESCOM

Pending Report Form

SearchByDocketNo: SEar(hEyNamE:

T}
MName of Consumer  Docket No Docket Date Date/Time of Estimated Date Estimated Time Consumer Contact Address
Complaint Recieved NO

Ashok £0590013 03-04-2013 12101:48 AM 03-04-2013 L0145 AM 9536783710
bescom 20590012 02-04-2013 457,43 AM 02-04-2013 5i57:43 Al 9536763710
Ramesh A0590010 01-04-2013 2:42:37 PM 01-04-2013 10:42:37 PM 9538743710
Zafrulls khaan 20590008 01-04-2013 %40:16 PM 01-04-2013 10:40:16 P 9536753710
Khaanz A0390007 01-04-2013 7:38:45 AM 01-04-2013 8:38:45 A 9538743710
syed HO0001L 01-04-2013 #4435 PM 07-04-2013 444:43 PM 9536768710

AKG10001 01-04-2013 205:29 &AM 01-04-2013 6:05:30 Ak 9538753710
Khan Hooooog 01-04-2013 415:11 PM 01-04-2013 6:15:15 PM 9536783710

All rights reserved. BESCOM:

Picture 11

4.2 Closed Complaints

Similar to pending complaints consumer also can search closed
complaints, Search by Docket, Search by Name of Consumer, Search by

Consumer phone number as shown in [Picture 12]

Page 12 of 13
PGRS Consumer User Manual -V 1.0
Bangalore Electricity Supply Company Limited



ﬁ

BESCOM

SearchBy DocketNo:

SearchByPhonehio:

01-4-2013
01-4-2013
01042013
01042013
00-04-2013
01-04-2013
01-4-2013
01-4-2013
01-4-2013
01042013

03336530078
0326177578
0316151601552
0315390351 552
OZ:5533R251718
OZES0ZTEHTIE
02:35:95.3212590
ZZI5ZE81935
0219305330078
C21TAETIEETE

COMPLATNT STATUS

Closed Report Form

3259 AM
21519 AM
E3S AM
ZESIIAM
ZEE02AM
23546 AM
2ZIEZAM
212490 AM
21715 AM

SearchByMame:

Clear

Estinated Time

36 IAZETE
032644 1923528
CH1619207031 2
O31EIENE
0355338574218
O3ESO2TM4021E
0223545 3525350
0323528574608
0319408486328
0317157961 328

Picture 12

F. Acronyms and Abbreviations

PGRS - Public Grievance Reddressel System.

BESCOM - Bangalore Electricity Supply Company Limited

PUBIIC VIBW

43436AM
32694 AM
41613 A1
315 AM
35533AM
IESO2AM
2:3546 AM
3Z9528M
31240AM
31TIEAM

AEE — Assistant Executive Engineer, BESCOM

SMS — Short messaging service.

Ver —Version

All rights resery

Login

o Information g

Tip on subject
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